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[bookmark: _j80gf57zau8f][bookmark: _Toc180759924]Introduction
Ibis London Stratford has a well-planned guest service operation that delivers a seamless and personalised experience to guests. The hotel focuses on efficient check-ins and check-outs as well as comfortable accommodations. An onsite restaurant and a bar are perfectly suitable for a relaxing spot to enjoy leisure (All.accor.com, 2024). During my placement I shadowed the Front Office Supervisor who helped me to gain practical experience in critical functions such as guest check-ins, handling restaurant, booking and handling restaurant operations. The learning objective for the placement within this area was to foster communication, managing responsibilities and technical knowledge which are crucial for managing guest service within a hotel. Moreover, it included the objective of developing my understanding of how these work-based skills help enrich guest expectations and support efficient service delivery. Additionally, strengthen my problem-solving and adaptability abilities within a hotel setting.     
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[bookmark: _Toc180759925]Section 1: Reflection on Personal Development and Experience
I will implement Gibbs’ Reflective Cycle (1988) which is a widely used reflective model for reflecting on my placement experience. The model states six stages namely description, evaluation, analysis, feelings, conclusion and action plan (Medium, 2022).  
Experience of shadowing Front Office Supervisor
During my time at Ibis London Stratford, I was involved in several guest service tasks such as helping with check-ins and check-outs, kitchen preparation, booking and so on. I get to understand the value of effective communication and interaction during practicing check-ins and check-outs (Vallen and Vallen, 2014). I learned first-hand the value of teamwork while working in the kitchen, minibar, restaurant and others. For instance, when I helped in making key cards and instructed guests on how to use them, I felt confident while interacting with guests and it was due to the support of the supervisor. I got to use PDQ machines, checking reservations and charge cards which contributed to my technical skills (Tewan, 2009).       
Reflection on the contribution of the experience towards understanding of the importance of technical knowledge and work-based skills
I realised the critical status of balancing personalisation and efficiency while interacting with guests upon reflecting on the experience that I had while shadowing the Front Office Supervisor. The placement has made me realise the importance of attention to detail which solidified the theoretical concepts that I gained during my academic journey (Wood, 2013). Moreover, tasks such as checking reservations, booking, taking orders and others gave me an opportunity to learn the significance of communication and how small errors can impact a guest's experience (BBC.co.uk, 2024). I got to develop my practical knowledge of teamwork, and customer service while I was working in the kitchen and taking orders from guests. It also helped me to realise how to actively listen and communicate with guests.  
Analysis of the impact of personal and vocational development
I get to realise the importance of core work-based skills in guest service throughout my placement. I learned about patience and active listening in customer-facing roles from my previous experience and the placement taught me to provide information in a precise manner. I also get to enhance my task management and teamwork skills during the placement. A co-ordinated effort was essential to work closely with the front office to provide an exceptional guest experience. The blend of all factors from my experience developed my awareness of the balance amongst teamwork, effective guest experience and personal adaptability.        
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Critical analysis of the significance of technical knowledge and work-based skills and in attaining guest service expectations
The implication of work-based and technical knowledge in attaining the expectations of guest service is enormous. Communication in an effective way is a key foundation in the hotel industry (ASET, 2017). For instance, at the time of booking a reservation for a guest, the clear information provided by me helped in developing a constructive experience for the guest. Another example is my ability to solve guest inquiries was an important element in fostering a positive experience (Karagiannis, 2024).  
Specific technical knowledge and work-based skills encountered during the shadowing experience and their relevance to guest service standards
My shadowing experience included juggling multiple responsibilities such as booking, setting alerts for morning shifts, processing payments and more. I needed to use my organisational skills to efficiently accomplish these responsibilities (QAA, 2018). It is crucial as a delay in accomplishing one task can have a ripple effect on other responsibilities resulting in poor guest service. Moreover, technical knowledge such as operating PDQ machines, quick calculation techniques and knowledge about credit and debit cards is essential for payment processing. For instance, I had to carefully place the machine to protect the customers from exposing their passwords. Moreover, I also had to develop my ability to use cloud-based software for monitoring housekeeping progress (Casado, 2012).      
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During my placement, an unpleasant issue occurred when a guest complained about the room not being ready when they were ready to check in. This situation affected the performance of the department through a cascading impact by increasing wait time leading to dissatisfaction among guests. The staff were stressed and the front office was dealing with the arrival of a large volume of guests for which the department was unprepared.  The overall operation was chaotic however, due to strong teamwork, the tasks were accomplished at the end. I would recommend Ibis London Stratford adopt a system that shows the real-time status of the rooms available for the guests. It can enhance the communication and interaction between the front office and housekeeping (Rughubalan, 2009). It can increase the loyalty of the customers as it would demonstrate that the hotel takes service issues very seriously. It is also aligned with the Service recovery paradox theory which suggests that loyalty of the consumers increases after recovering from the service failure successfully (Torres, 2024). 
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My experience at Ibis London Stratford has provided valuable in-depth knowledge and insights into the complexity of guest service operations. I was able to foster skills such as communication, organisational skills, task management and teamwork which are an important factor in providing excellent customer service. Practical experience and involvement in check-ins, booking, payment processing, preparing and closing the kitchen, setting alerts and taking orders solidified the relevant technical and work-based skills that are essential for being a part of seamless operation. Moreover, the shadowing experience underscored the significance of attention to detail in maintaining guest service standards. Overall, this experience has enhanced my confidence and ability to meet guest service standards. Personal as well as vocational development is a vital factor in shaping future career aspirations within the hotel guest service industry. Acquiring practical skills, insights and information about relevant software can enable me to deliver guest experiences of a higher standard. It can help me to position myself for advancement and success in this dynamic segment of the hospitality industry.      
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	Skills to be improved
	Actions required
	Resources Needed 
	Timeline

	Leadership Skills
	I will actively look for leadership roles in my future work
environments. 
	I will actively seek leadership training programs and mentorship from experienced professionals (Hagg, 2013). 
	5 Months

	Communication skills
	I will attend workshops on communication and conflict resolution. I will also actively seek opportunities to talk to guests and try to help them as much as possible. 
	I will ask for feedback from my superiors and my colleagues as well as participate in role-playing activities.
	8 Months

	Technical knowledge
	I will work on gaining proficiency in hotel management software. I will enrol for such courses and practice on my own (Bardi,2010).
	Online courses from LinkedIn, YouTube, Udemy and access to hotel management software will be needed for the purpose.
	3 Months
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