[image: A close-up of a sign  AI-generated content may be incorrect.]

Academic Discipline of Hospitality and Tourism Management BA 3 Year International Hotel Management


BMIH6004
Hotel Placement – Managing Hotel Administration

Student name: Constantin-Alin Nanu
Student number: 2206483

Module Lead: Jessica Newport BA

Number of words: 1323

Introduction
This reflective log is a record of my shadow of partner working in a supervisory role in the Reception/Front Office department at Ibis London Thurrock M25, a hotel by the River Thames. To analyse my learning journey and professional development during this placement I would use Gibbs' (1988) reflective cycle model. The company which owns the hotel, focuses on personalised service and diligence without reducing efficiency in their functioning (Accor, 2025). Therefore, my learning object for this placement was varied. To begin with, he developed his proficiency in front office management systems and operational procedures. Secondly, the programme will also be used to enhance guest service skill and communication in a diverse international working environment. Third, to understand revenue management and pricing strategies in an economy hotel setting. Fourth was to have a work experience involving team leadership and department coordination. Finally, it seeks development of critical thinking skills in real world hospitality situations. It will attempt to critically evaluate how these objectives were achieved by reflecting on the challenges faced and lessons learnt during the placement period with the aid of appropriate theoretical frameworks and industry views.
Reflection on Experience and Personal Development
In this assignment I am going to go follow Gibbs’ reflective model and start by describing my experience at Ibis London Thurrock M25’s front office. The department functions 24/7 and performs check-ins, check-outs, reservations, and various guest inquiries for 168 room properties. In accordance with Bardi (2010), the hotel’s front office is the nerve centre of the hotel that coordinates activities with other departments, and it also has direct guests contact. For my placement, I shadowed several shifts during which I witnessed and participated in all aspects of front desk operations.
To begin, there was a mixture of excitement and apprehensive. My academic studies had prepared me theoretically to manage multiple tasks at a busy hotel, but the practise was far from easy. Carev (2015) observed that while theoretical knowledge is important, it is always a must with practical experiences to acquire real operational competence.
After looking at the experience I saw there were a lot of positive things. Additionally, the standard operating procedures of the hotel were very well structured, and each situation had its own guidelines. The user friendliness of property management system made processing of reservations and guest requests quicker. However, the coach's support during peak times of check-ins had been a sign of good teamwork which Wood (2013) discusses. In addition, I found it difficult to manage difficult guest situations as well as manage rate fluctuations in high demand periods.
I analysed the experience based on Bharwani and Talib’s competency framework (2017) where I recognised that in front office operations, not only do you need technical skills, but you need to possess great people skills instead. It was the placement which helped me to understand how theoretical concepts of guest service could be translated into practise. For example, Kandampully et al. (2018) stressed the need to manage customer experience and this has been actualized, by the fact that each of their encounter with a guest added on to their entire stay experience.
I learned the most significant learning from knowing how hotel revenues and guest satisfaction can be influenced by front office operations. Every front desk interaction is a marketing opportunity, as stated by Kotler et al. (2017), and I saw this concept applied through upselling and service recovery situations.
Critical Analysis of Work-Based Skills and Technical Knowledge 
My time at Ibis Thurrock M25 improved my front office experience and I gained essential work-based skills and knowledge required in contemporary operations in hospitality. The palace itself showed how principles of theory become practise in communication, technology integration, and operational efficiency.
The technical skills developed are in the mastery of property management system that corresponds to Anwar et al.'s (2024) claim in terms of the shift to the important role of digital competency in hospitality operation. I learn how technology enhances operational efficiency by navigating through some modules in the check-in, check-out, and room allocation. On the other hand, as Johnston and Clark (2005) argue, besides technical skills, human interaction skills must be accounted for which I also experienced as guests did not just require the system to know but also required personal attention.
A crucial skill in that hotel was getting to communicate, keeping in mind the hotel’s diverse guest profile. According to Vallen and Vallen (2013), effective communication in the front office operations is more than guest interaction but also interdepartmental coordination. It became obvious when trying to work with housekeeping on a room’s status for instance or working with maintenance on a guest reported issue. I was challenged in high pressure situations such as managing a guest’s complaint or an overbook scenario, where my communication skills were always evaluated.
I learned the professional standards and the operational protocols; I collaborated with the staff members who had experienced. The management thought it was interesting to see the moment of truth in guest service, as defined by Bardi, 2010, as the critical but determinant interactions which construct how a guest perceives the hotel. According to Carev (2015), one of the competencies that a front office professional must possess is the ability to keep calm in demanding situations such as managing guest complaints and dealing with multiple check ins and that was how I learnt to keep calm during the challenging situations.
The extent of knowledge gained was not just system operations but also included revenue management principles, as well as rate structures. Understanding rates fluctuation based on occupancy and demand patterns offered practical understanding of the theoretical aspects discussed by Kotler et al. (2017) related to dynamic pricing in hotel industry.
Reflection on Organizational Issues
I also identified an important organisational issue on how Ibis London Thurrock M25 managed peak check in periods. This was always most obvious during the final portions of the day, late afternoons because corporate groups frequently arrived together and would form queues at the entrance and for these reasons, guests became unhappy occasionally. According to Bharwani and Talib (2017), this situation is an instance of a critical operational pressure point in front office management.
This issue had several effects on operations. First, the stress of staff members to keep service quality up at the face of a high volume of arrivals was created. Second, it deals with the aspect of guest satisfaction as mentioned in certain guest feedback forms particularly on the wait times. Third, it also had significance for coordination between departments, particularly housekeeping regarding the readiness of the rooms, which Vallen and Vallen (2013) argue is a significant challenge in the operations of hotels.
I present several practical solutions backed with observations and my theoretical understanding. Anwar et al. (2024) suggest implementation of a mobile check in system which could decrease queue times. Moreover, operational efficiency can be enhanced by reorganising staff schedules to accommodate the highest traffic times, along with training employees from other departments to aid during busy times. This approach is supported by Johnston and Clark (2005) who stress that a service operation must be flexible in resource allocation.
Secondly, the hotel has tried to do a partial addressing of this issue by introducing express check in for loyalty programme members, however, I think this would be more effective if done using technology and staff deployment strategies.
Conclusion and Action Plan 
The experience I have had with being placed at Ibis London Thurrock M25 has improved my knowledge of front office operations and strengthened my professional abilities. From the practical application of theoretical knowledge I have learned through successes and failures, the challenges that hotel administration needs to address in delivering a special or not so special experience to the guest, and how to run a company at its best operational efficiency possible.
Thus, I have outlined several areas in which I could continue developing professionally. In this regard, I aim to deepen my knowledge of property management systems and digital solutions in hospitality because Anwar et al. (2024) identified such as important in the future of hospitality managers. Second, I will enhance advanced critical thinking skills especially under high pressure situations as Bharwani and Talib (2017) indicated as an important requirement for hotel management jobs. Third, I will further my training and certification in revenue management.
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