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[bookmark: _Toc21050]Introduction 
The guest service operations at Ibis Reading Centre maintain a standard of high quality. Cheque-ins and cheque-outs along with guest inquiries are managed by the reception team. The hotel department of housekeeping maintains both cleanliness and comfort levels for all guests. The department consists of staff members dedicated to creating uninterrupted hospitality service (Alemar, 2024). 
Learning Objectives: 
· To develop abilities to deliver excellent customer service and maintain interactions with guests and users. 
· To understand how the housekeeping service delivers guest satisfaction results. 
· To teach staff members to solve problems when handling guest complaints. 
· To acquire knowledge about handling unique demands from prestigious guests. 
· To enhance the ability to manage multiple tasks without losing efficiency in serving guest requests. 	 

[bookmark: _Toc21051]Section 1: Reflection on Experience and Personal Development 
The effective delivery of reflective learning requires Gibbs' model which includes six elements: 
Description, Feelings, Evaluation, Analysis, Conclusion and Action Plan. 
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Figure 1: Gibbs’ Reflection Cycle ((Denis G., 2022). 
Description 
I performed my observation under the Housekeeping Supervisor leadership at the ibis Reading Centre. I actively tracked daily operations, which involved room inspections together with staff management procedures. As a part of my duties, I checked that rooms reached proper cleanliness protocols after helping staff members learn about the standard guest service behaviour. The supervisor introduced performance requirements as he showed me how details matter in delivering guest satisfaction. My responsibility included addressing guest issues with special requests, which enabled me to better understand the daily obstacles encountered by housekeeping staff. 
Feelings 
Study of housekeeping operations at Ibis Reading Centre provided both interesting and educational learning opportunities. The supervisor's assistance made the task of addressing guest concerns easier as it strengthened my confidence level. I was struck by the exceptional inter-staff teamwork among housekeepers, showing how crucial teamwork is for success. I found the challenging workload worthwhile because it enabled me to improve my ability to solve problems in genuine scenarios. My housekeeping experience developed both my communication abilities and professional standard knowledge (Casado, 2012). 
Evaluation 
Experiencing observations at this facility brought me important skills along with comprehensive knowledge. The leadership style of the supervisor taught me essential aspects about managing teams effectively. Housekeeping workers showed outstanding time management abilities together with careful attention to standards, which led them to meet excellent room maintenance results. I learned about the significance of professional demeanour and patient handling through addressing guests who had precise requirements. At first time management proved difficult until I dedicated myself to practise along with observation sessions, which improved my performance. Working under pressure since this experience has strengthened my capacity to deliver exceptional service quality (Bardi, 2010). 
Analysis 
My time working with ibis Reading Centre exposed me to the direct housekeeping procedures which operate within the facility. I witnessed the team use efficient methods to sustain superior standards of hotel service. Task coordination together with dealing with guest problems required effective communication methods. By watching the supervisor tackle problematic situations, the supervisor showed exceptional problem-solving capability that drove me to develop better strategies in handling problems (QAA, 2018). Through my experience I grasped better what type of organisational abilities this role demands. 
Conclusion 
Watching the Housekeeping Supervisor at Ibis Reading Centre offered me fundamental knowledge to progress in my professional abilities. My responsibilities along with problem-solving and communication skills progressed through experience that built my confidence level. Caring about time management served as my main learning point while my understanding of teamwork reached a new level of depth. The acquired set of skills will help me advance within the hospitality sector by getting ready for future workplace challenges. 
Action Plan 
As I advance my skills, I will dedicate myself to better manage my time and build greater confidence when interacting with hotel guests (Dapo, 2023). Active participation in training together with seeking feedback from peers will help me enhance my leadership skills as well as my communication abilities. My ongoing goal is to expand my housekeeping standards understanding to enhance my future career potentials. 
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A successful hotel service requires both practical abilities from workers alongside technical proficiency. My placement experience at Ibis Reading Centre enhanced my abilities to provide guest service. The hotel operated effectively because of good communication practices, which also delivered improved guest satisfaction. A collaborative work approach among staff members prevented both delays and service mistakes. Guest complaints required solutions that were heavily dependent on problem-solving abilities. Effective time management systems enabled employees to perform their duties more quickly (Hagg, 2013). 
During my placement I witnessed solid leadership examples from the supervising staff members. Staff supervisors managed assignments while they directed workers to preserve service quality and standards. Digital ordering technology systems enabled faster operations while cutting down waiting periods for guests. The staff applied their understanding of menu items to respond correctly to guest questions. The hygiene training established methods to sustain food security as well as environmental cleanliness. The system for inventory management maintained available stock while minimising losses throughout the supply chain (Yavuz et al., 2020). 
Guest demands necessitated superior service quality and prompt services. My training exposed the decisive role of communication in creating satisfied customers while promoting effective teamwork. With experience and proper guidance, staff gained competence in confronting guest complaints. The supervisor maintained a calm demeanour when addressing each guest complaint to find effective solutions. Successful delivery of smooth service demanded an important role from team collaboration (ASET, 2017). 
The mastery of time management occurred as I gained more experience. The time schedule problems produced service delays, which in turn diminished the quality and speed of service delivery. A properly organised scheduling method would distribute responsibilities evenly. Organised training initiatives have the potential to enhance staff performance as well as their abilities in serving hotel guests. Employees who were motivated by their work environment excelled through their positive contributions (Chakraborty & Ganguly, 2019). 
Experiences in my academic career better developed my understanding of hospitality management workflow. Experiences from the past contributed to my growing capability in hospitality guest management tasks. The placement experience strengthened my current capabilities as well as provided me with tools to tackle upcoming tasks. I plan to build my professional knowledge of technical skills together with service standards. 
[bookmark: _Toc21053]Section 3: Reflection on Organisational Issues 
I faced a guest complaint at the restaurant, which cited slow service as the main issue. Guest impatience because of extended waiting grew into dissatisfaction while reducing their entire restaurant visit satisfaction. The service complaint caused workflow interruptions and posed risks to the hotel reputation. 
Staff shortages during busy times were responsible for creating delays in service operations. The lack of efficient connection between serving staff and kitchen personnel worsened the situation. Both this customer and additional restaurant guests underwent waiting times that made them feel unimportant. Both staff and visitors had to deal with the stressful situation. The supervisor expressed his apology to the guest by providing a free drink. The hotel organisation made changes to staff shifts to enhance service quality during peak service times. The staff received educational instruction to improve their communication with the kitchen staff. Additional procedures must be implemented to minimise future occurrences of the same problems. 
The establishment should create formal scheduling protocols for workload distribution. The implementation of digital order monitoring increases work efficiency and decreases waiting times. Staff engagement through Herzberg’s motivation theory provides better performance results. The teamwork model of Tuckman provides a method for boosting employee coordination within teams (Emma-Louise, 2024). 
Organisations that provide ongoing feedback sessions together with training programmes can eliminate service shortcomings. Such solutions will help Ibis Reading Centre improve guest satisfaction and sustain its established reputation. 
 	 
[bookmark: _Toc21054]Conclusion and Action Plan 
The opportunity to observe professionals in their daily work enhanced all my work-based abilities, together with technical understanding and guest service standards knowledge. The experience showed hotel professionals must display high standards of professionalism while communicating effectively with quality attention to details. I will improve by working on enhancing my customer service skills along with deepening my hotel operational knowledge while minimising my time under professional guidance. My development toward expertise in guest service careers will depend on ongoing education combined with practical experience. 
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Acknowledgement of the Use of AI 
 
	RESEARCH 
	For this assessment, you can use Generative AI to support you in research, including searching for a bibliography and using tools to summarise, compare, and interrogate materials. 
	 Yes ☐ 
  
 No ☐✔ 

	STRUCTURE 
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts and headings, etc. 
	 Yes ☐ 
  
No ☐✔ 

	PROOFREADING 
	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including rephrasing your own work within specific standards. 
	 Yes ☐ 
  
No ☐✔ 

	WRITING 
	For this assessment, you can use Generative AI to create text for submission. 
	 Yes ☐ 
 
No ☐✔ 

	CREATIVE 
	For this assessment, you can use Generative AI to create creative materials, such as images. 
	 Yes ☐ 
 
No ☐✔ 

	PROGRAMMING 
	For this assessment, you can use Generative AI to create and check code. 
	 Yes ☐ 
 
No ☐✔ 

	NONE 
	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading support, and creative support. 
	 Yes ☐✔ 
  
No ☐ 






Basic Acknowledgement format of AI tool use 
Acknowledgment of the Use of AI 
I acknowledge the use of Grammarly (https://www.grammarly.com/) on 2nd March 2025 to check my work using the prompt(s):   
0
 

• Please check the following text for readability, grammar, and syntax.  
I confirm that I have not presented any AI-generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.  
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