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Introduction 
The main learning objectives was how to provide excellent customer service, what makes customer service meet the expectations. How to adapt to different communication styles. What skills are essential to stand at the front of the business. How the business helped employees to do their job more accurate with trainings. In terms of skills what technical and soft skills need to be gained for fulfil guest satisfaction. For example, communication, problem solving, empathetic listening. My experience is at front of desk they more focus on revenue generation and it gained my upselling skill while back office is more about to support internal operation, responsible for analysation, and other cost of management. Main purpose of the guest services to create memorable welcoming, outstanding satisfaction and engage customers loyalty towards the brand. 

Reflection on Experience and Personal Development 
Customer or guest services always starts with activity, and they are usually the first line of connection when issues arise. (Textexpander, 2024) The guest service operating first line in this hotel is the receptionist. Guests arriving in a big hall including restaurant area, bar, reception and social area. It is big open space for welcome and serve the guests. Standard way is to welcome guest behind the reception desk but it was completely differently before Covid-19 pandemic. Based on Gibbs reflective cycle (Simply Psychology, 2024) I would explain this and previous practice. In 2017 Ibis Hotel introduced a new unique guest welcoming way to make them feel more valued. The new way included to remove all reception desks from entrance and use of small device usually it was mobile to check them in even at the Hotel bar during their refresher. The whole check in experience way serving the same purpose to provide key cards and taking payment and guest information’s but not informal way. (Hospitality-On, 2017) Their believes was to engage the guest with a great personal experience rather to follow the traditional check in methods. Unfortunately, Covid-19 pandemic crossed this new way of cultural transformation as keeping distance was mandatory to stop spread the virus. (Cebm, 2022) It was a great idea to treat guests as our own personal friends to increase the loyalty and provide "wow" factor in the meantime to be different from others on the market. Also was a huge step to move the whole industry concept for future. Unfortunately, an unexpected pandemic situation ended for the trial, but it seemed popular based on previous guest feedback. As the pandemic situation is more moderated and it does not affect our life daily, I would suggest turning back to previous guest welcoming practice. There is a relation between personalisation and guest loyalty towards positive impact. (Mews, 2023) This idea shows that they want to maintain a youthful and family atmosphere, thereby increasing the guests' feeling of home during their stay. This idea left a mark on me, and if the opportunity arose in my future work, I would like to implement and develop it.
Adapting to this attitude, in addition to maintaining a friendly and easy-going atmosphere, I was able to develop special guest relationships in the belief that I contributed to the good performance of the hotel.
Also, all my training about Fire Safety, Health and Safety, Food and Safety helped me to gain more to be confident in guest area and in what I need to do on duty. It is basic requirement to complete as hotel staff but also crucial to know how to react or make decisions if a situation is arise. Critical Analysis of Work-Based Skills and Technical Knowledge 
The guest service crucial skills are welcoming, listening and patience and problem solving based on my experience. From first minute of impression starts with welcoming, listening of the guests’ requests, needs or complains, handling them with patience as some of them are vulnerable or upset and not lastly solving problems in the most accurate way is not just making the situation better but increasing the trust in person also towards the problem solver. Smile and small talk with guest- especially with regulars- are almost must do task. (Medium, 2024) It often happened that guests received a parking ticket after their stay, even though the fee had been paid in advance. The understandably upset guest turned to the reception with a complaint. Unfortunately, the parking lot is maintained by another company, and the hotel employees helped resolve the complaint. This required excellent problem-solving and communication skills, as it could result in a negative impression of their stay. (Garett Counseling, 2023)


Reflection on Organisational Issues 
Organisational issue and problem that most of the guest stays overnight and for a quick breakfast only. During the day however the staff is there to serve lunch, and the kitchen is open but there is no audience to serve. Seems like they come with purpose instead of chilling in the hotel all day. Unfortunately, there is no attractive service in the hotel to engage guest during day stay. In the hall there is pool table and wireless phone charge, also with cables, but there is no other. (Booking.com, 2024)  
As most hotels are providing more than bed and food and beverage unfortunately this Elstree Ibis Hotel has no opportunity to offer leisure facility. The main reason is not because of the limited space of the building however there is a Leisure Centre next door. (The Venue Leisure Centre, 2024) So it was not point to the owner Accor Group to invest in this facility to the Hotel have.
Keycard systems are essential and safe way to provide access to get in hotel rooms. (Hotels & Resorts Keycards, 2024) Technical issue was raised when the system (called KABA) was not able to work because of system issue. The guest experienced a very inconvenient situation at check in, so the staff had to let every new customer in their occupied room. Luckily everyone was very understanding regarding it, but it was an inconvenient few hours. Customer service and restarting the computer were not solutions. My previous placement Hotel had a great emergency plan for that, and they stored a one set of room card for every room in the hotel in the safe. It shows a very organized mindset from management to be ready even for system breakdown. This taught me that a plan B is always necessary to plan for as many technical problems as possible, since the primary task as a guest service provider is to maintain the service uninterrupted.

Conclusion and Action Plan
The hotel business is based on the guests, so it is especially important to treat and serve them right. While I was completing my placement I interest was taken by reception most, because in my opinion this was the place where majority of customer interactions happen. However, the facilities in the hotel are limited and not to impressive they have a great opportunity to barter with the leisure centre next door to sell their services in package for example help of an online distributor.  Employees must aim for maximum guest satisfaction during their work, and their knowledge is important for this. The best help in my opinion is the time spent between them, during which their true motivation can be revealed. Long-term business interests require dedicated employees who will drive the industry forward with their creativity, expertise and foresight my motivation is to become one of them. The time spent during the internship strengthened me in the fact that it is part of my professional plans to focus on the guest service branches.
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