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Executive summary 
This report has discussed a chosen hotel, Ibis London Stratford, and its various departments. After that, reflections on the personal experiences regarding the personal development that was gained by working in this hotel are also mentioned in this report. This report has also critically analyzed work-based skills and technical knowledge. Furthermore, with the help of Gibbs's reflective cycle, all the organizational issues were identified through this 
report. 



Contents
Introduction	4
Section 1: Reflecting the personal experiences regarding personal development	4
Section 2: Critical Analysis of the technical knowledge and work-based skills	5
Section 3: Reflecting on the Organisational issues (Gibbs reflective cycle)	7
Recommendations	9
Conclusion	10
References	11



[bookmark: _Toc180762951]Introduction   
This report will highlight a particular hotel named Ibis London Stratford and its operations in the different departments. Ibis London Stratford is a 3-star hotel located in Newham, London. This hotel is mostly known for its modern, affordable, and connectivity with the main city (Ibis London Stratford, 2024). Furthermore, this report will discuss the front office department of this 3-star hotel. A reflection on personal experiences and personal development will be given in this report. This report will also critically analyze work-based skills and technical knowledge. After that, various organizational issues will be discovered with the help of Gibbs's reflective cycle. Finally, this report will conclude this discussion by giving recommendations using suggestive theories. 
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Figure 1: Highlighting the brand image
(Source: Ibis London Stratford, 2024)
[bookmark: _Toc180762952]Section 1: Reflecting personal experiences regarding personal development 
The chosen department is the front office which is located within the hotel's foyer or in the lobby. The front office is divided into multiple departments which include reservation, reception, and concierge (Haag, 2013). The front office manager of this company is mostly responsible for monitoring all the operations in the front office department including managing the employees, looking after the experiences of the customers, and creating schedules for the employees. I have gathered multiple experiences by working in this hotel which helped me in the process of personal development. I have learned to do refunds and am also involved in the process of checking all the cards before starting my working shift. Working in this hotel has helped me to develop my skills, which made me capable of finishing all these responsibilities related to checking the PDQ machines, ensuring the guests of the bar place are satisfied with all the services, and also helping in the restaurants. After that, I also helped the receptionists in order to complete various tasks. The tasks that helped in the process of personal development included charging the cards, helping the receptionists move all the required stuff from the storage room to the kitchen, making the key cards, and guiding the guests in the right process to use them (Tewan, 2009). Additionally, assigning the rooms in advance, and learning how to do all kinds of bookings and cancel it also helped in the personal development process. Working in the front office department in this hotel also helps the employees learn to clean the tables, take orders, and do multiple duties within the kitchen of a particular hotel (Johnston et al., 2012). Doing all this front office work in this hotel has made me gather numerous experiences that helped me to develop my skills for the betterment of the future. This impacted the vocational and personal development within the placement in the previous industry, maintaining communications with the team members, teamwork, development of personal skills, and providing services to the guests in this chosen department.   
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Figure 2: Personal development managing hotel administration
(Source: Johnston et al., 2012)
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Hotels all over the world are very much dependent on technical knowledge and work-based skills. All this knowledge and skills of the employees to gain capability in order to attract potential customers by making various marketing strategies (Vallen and Vallen, 2014). Hence, having technical knowledge can help in the process of gathering relevant data from past customers which will help the marketing team of this particular hotel to target the potential group. Gathering all the data analysis for monitoring various information plays a crucial part in the hotel management industry. On the other hand, all the practitioners and the managers of the hotel industry need to be involved in the process of improving their personal skills and capabilities in order to become accustomed to the changing market requirements and needs of the customers. There are various work-based skills and technical knowledge that are being encountered in order to depict the relevance of the administrative tasks in this particular hotel. The skills that helped me to work efficiently in this hotel include communication with the team members which led to excellent teamwork, managing all the tasks, time management skills, and providing various products and services to gain customer satisfaction (Wood, 2013). Some of the more work-based skills that are required in this hotel industry are problem-solving skills, multitasking skills, interpersonal skills, conflict management, financial management, and operational skills. Working in this particular hotel has made me gain all these skills in order to complete all the administrative tasks in this particular hotel. The front office department of this hotel mainly focuses on skills regarding communication, problem-solving, time management, multitasking, active listening, providing desired services for customers, and many more. In order to gain all these skills and technical knowledge the employees of this particular hotel need to be involved in various programs where they will get the chance to learn all these front office skills (Truong et al., 2020). I have also taken various programs which were related to learning these skills. This hotel also should provide multiple opportunities for the employees which will help them in the process of developing all the required skills which can be helpful for their development in the future. 
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Figure 3: Work-based skills
(Source: Truong et al., 2020)
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There are various organizational issues that can occur during the time of managing hotel administration which include creating schedules for the employees and retaining the talents of the employees. It further includes various expectations of the customers, managing the complaints by the customers, and safety and security protocols (Bassot, 2024). There are more organizational issues that I have experienced during my working shifts in this particular organization. With the help of Gibbs's reflective cycle, I will share my experiences. Gibbs's reflective cycle has 6 stages which include description, feelings, evaluation, analysis, conclusion, and action plan. 
Description
Working in this hotel I have experienced various organizational problems which made it hard for me to complete all the required tasks.
Feelings
It made me feel that I should involve myself in the process where I can improve all the required skills which can make me a better employee in this hotel.

Evaluation
This particular hotel has few issues regarding time management as I follow all the schedules. This specific issue has created difficulties for me in order to finish all the tasks within the timeline. 
Analysis
There were not enough skilled employees in order to manage all the complaints of the customers (Alvarez et al., 2021). 
Conclusion
I have learned from these issues that I should be involved in the process of improving my skills for managing all the expectations of the customers. 
Action plan
	Skills to be developed
	Actions required
	Timeline

	Communication skills
	Active listening is required in order to develop this particular skill (de Montalay et al., 2021).
	4 months

	Workforce management 
	Various learning and coaching sessions are required. 
	6 months 







Table 1: Action plan
(Source: As created by the author)
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Figure 4: Gibbs Reflective Cycle
[bookmark: _Toc180762955](Source: Bassot, 2024)
Recommendations 
There are two main organizational issues that were discovered within this particular hotel including workforce management and communication skills. The entire department of this hotel needs to follow some of the recommendations in which all these issues will be reduced (Roedema et al., 2022). First, the management team of the hotel needs to focus on creating various learning and coaching sessions where all the under skilled employees will get the chance to develop their personal skills and be involved in the process of active listening sessions. After that, in order to solve all these issues, the hotel mentioned needs to follow the various aspects of the dynamic theory. With the help of dynamic theory, the issues of this particular hotel will be solved by conceptualizing the development as a change in this complicated system that involves multiple interactions of the factors at different timelines (Ushakov et al., 2020). This theory helps with the process of monitoring complex situations by providing various solutions.    
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Figure 5: Dynamic theory
(Source: Roedema et al., 2022)
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This particular report has highlighted the front office department of this particular hotel named Ibis London Stratford. This report has depicted the reflection of various experiences regarding personal development. After that, it also critically analyzed the technical knowledge and skills that are significant for managing the hotel administration. Various organisms were discovered with the help of the Gibbs reflective cycle. Thereafter, this particular report has given the definition of the dynamic theory by which this hotel can resolve all the issues.  
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