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The Ibis London Stratford Hotel has effectively leveraged customer service for their guest satisfaction, including check-in from 3:00 pm and check-out to noon. The business has 100% genuine reviews with a high rate of guest satisfaction.  During the process of my internship in the hotel, I had the opportunity to experience various aspects of guest service operations and provide potential customer satisfaction through the office department.  My primary learning objectives were to understand the cheque-in and cheque-out procedures while familiarising myself with the hotel's management system.  Throughout the process, I got a potential amount of hands-on experience and was able to shadow staff members, which helped me to achieve technical skills while gaining betterment in my career progress.
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[bookmark: _Toc180678989]While working in the rule of customer service, while providing potential guest service in the hotel during my placements. I have been able to get a chance to shadow a supervisory role.  I got the chance to learn deeper insights into different responsibilities as a supervisor in guest service, which allowed me to understand potential factors in ensuring seamless guest experiences.  I learned that having a strong work ethic and potential commitment towards work can help in proficiency combined.  While getting accustomed to the check-in and checkout process, I learned that it might showcase simple work yet requires a high level of attention to detail and accuracy (Cuzick et al., 2020).  One of the most important things I learned while working in the placements is that ensuring guest expectations and meeting professionalism, even under pressure and high workload is what provides the tag of professionalism.  The work experience potentially taught me how to be crucial and adaptable in every situation while being fragile to every customer's needs.  I have been able to develop my based on the fast-paced environment of the Hotel. My experience in the workplace led me to achieve better customer service and adapt to the unique challenges faced in day-to-day operations. I faced potential challenges due to my lack of technical skills, which caused me issues in managing the software system for bookings and transactions.  However, the placement allowed me to enhance my professional development by reinforcing important skills like task management, timekeeping, and the ability to prioritise needs (McCreesh et al., 2023).

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

Due to my lack of technical knowledge, my core focus while working in the hotel front office was to manage and learn new technical skills and get accustomed to the operational software of the business.  I found that it is important to learn the software and have the potential technical efficiency to navigate hotel management systems efficiently.  This is important to complete tasks like checking in guests, helping them to check out processing payments, and organising the room assignments.  One of the noted visible skills which I have developed is the ability to multi-task while prioritising important tasks (Sheikh et al., 2022).  In the business hotel environment, I have been able to handle different tasks like checking in customers handling different customer needs, and understanding conflicts to mitigate issues at the same time.  For instance, once I have to manage a guest conflict with the room service provider and check in multiple guests at the same time.  I proficiently handled the issue while checking in new arrivals and giving attention to the guest's conflict.  Additionally, apprehension about hotel policies such as special needs of gas dealing with overbooked rooms was important (Prŷs-Jones, 2024).  I realise that I have learned small technical mistakes can hamper overall customer satisfaction, needing incorrect room allocation or misinformation.  During my shadowing experience, I learned that ensuring specialisation in internal skills is important in guest service.  Technical proficiency is not enough to provide customer satisfaction which also requires developing soft skills and an instant ability to serve customer needs.  Each interaction with guests taught me how diverse different challenges can be and I have learnt to contribute to creating positive service delivery. As per my learning, each interaction with the guest can either enhance or harm their experience in the hotel And this awareness guided how I approach my duties (Cuzick et al., 2024).
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While working in the business environment in the front office I potentially faced issues related to One particular issue that occurred during the placement involved a misunderstanding regarding a guest’s booking.  This is a potential issue which I encountered as a guest had booked a room online yet due to some system error the booking was not registered in our system.  As a result, I was not aware of the guest's plans to visit the hotel. This situation caused me to have no room left for that potential guest, which led to frustration for the customers.  In this context, I have learned that technical issues. In this context, I have learned that technical issues can create a major problem, even if it is a minor challenge.  The situation got worse when the lack of immediate availability of rooms in the hotels caused the guests to work more than a few hours.  However, the guest was determined to stay in that hotel only, which caused the front office team to not be able to find better accommodation in nearby other hotels.  This incident taught me that it is essential to stay calm and ensure to work with critical thinking under pressure, which can help address unexpected challenges.
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Conclusion

 I have learned potential customer service skills and gained the ability to provide satisfactory service to hotel guests in accommodations.  During my placement, I have been able to emphasise the importance of technical and soft skills combined to provide an efficient approach.  From understanding the intricacies of the hotel operations to handling the guests directly. I have learnt to multitask.  I have been able to gain first-hand experience on how the front of the services works while learning how to manage work pressure.  However, there are some potential issues which have been faced by me, causing me to realise that I need to improve my soft skills for developing betterment in my career.






















Action plan
	Factors
	How to improve
	Resources needed
	Future implications
	Time

	Time management 
	I will ensure to work on my multitasking skills while trying to prioritise my needs.  I will avoid continuous delegation and try to manage my work within a certain time (Pratiwi et al., 2020).
	I will use Google timer and other tools which can help me to schedule my tasks while I will use time blocking technique for managing my work within time.
	My potential time management ability will help me to serve better to the customers better while helping every customer at the same time and privatising their needs (Neswary and Prahani, 2022).
	6 months

	Technical skills
	I will ensure to do continuous practice at daily learning with in-hand practises for the betterment of my technical skills (Firth, 2020).
	I will join an online community and use YouTube videos as references to be updated on new tools and techniques (Cottrell, 2021). 
	Better technical skills will allow me to avoid errors and maintain accuracy in guest service while being fluent in providing quick services.
	8 months

	Communication
	While having good communication skills, I will aim to improve my vocabulary and learn diverse communication needs while focusing on different styles of non-verbal communication (Maina et al., 2022).
	I will join offline or online communication courses for betterment and will use dictionaries to improve my vocabulary (Boffo, 2020).
	Effective communication will allow me to meet the needs of diverse customers while understanding cultural differences and the ability to address conflicts more efficiently (Scott and Willison, 2021).
	5 months
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	Week 1

	Experiences/Tasks/Challenges/Lessons 
(outline hotel department)
	Shift 
(Date/Time)
	Student  
Signature
	Hotel Mentor  
Signature

	 In the first week, I helped with breakfast and also cleaned the tables while collecting The Dirty dishes.  Afterwards, the breakfast finished. I had to close the kitchen by cleaning everything in there and get ready for the next day, as I helped to put the stock.
	Morning shift
(7 am - 3 pm)
03/10/2024
	
	

	As I heard breakfast, I first faced issues in managing the stocks, while I was at the bar when I learned how to make cords for the guests.  At first, I felt difficulty in learning that. However, He has ever managed a cut fruit for salad and helped the other staff.
	Morning shift
(7 am - 3 pm)
04/10/2024
	
	













	Week 2

	Experiences/Tasks/Challenges/Lessons 
(highlight hotel department)
	Shift 
(Date/Time)
	Student  
Signature
	Hotel Mentor  
Signature

	On day two, I worked in the reception and helped with several processes.  I learned how to do a refund and also learn to check in gas at the restaurant.  I also helped in the kitchen and learned to cancel a day's use.
	 Evening shift (PM)9/10/2024
(3 PM-11 PM)
	
	

	I have ensured to help with different kitchen works. I have learned the way of checking out people and attending to guest demands. I cleaned rooms and helped other staff.
	Evening shift (PM)
10/10/2024
(3 PM-11 PM)
	
	














	Week 3

	Experiences/Tasks/Challenges/Lessons 
(highlight hotel department)
	Shift 
(Date/Time)
	Student  
Signature
	Hotel Mentor  
Signature

	 I continuously practised check-ins with other receptionists while I listened to how to change the cards.  I was also helping other staff to put the resources from students into the kitchen while I had a restaurant preparing food.
	Morning shift
(7am - 3pm)
16/10/2024
	
	

	 I started the day by making food and helping to prepare breakfast with the other staff.  I recorded tables and managed to help the chef with the cooking process.  Afterwards, I completed the work by cleaning the area with other staff and returning to reception to help them.
	Morning shift
(7am - 3pm)
17/10/2024
	
	














	Week 4

	Experiences/Tasks/Challenges/Lessons 
(highlight hotel department)
	Shift 
(Date/Time)
	Student  
Signature
	Hotel Mentor  
Signature

	 I helped the receptionist with the work and helped the guests to cheque in and out.  As one of my co-workers to lived on a certain process,  I took the job of receptionist and managed guests' needs to understand their demands.
	Evening shift
(3 PM-11 PM)
22/10/2024
	
	

	 I helped in the kitchen with the evening buffet, and then came to reception and learned how to assign rooms to certain guests.  I also learned how to manage the kitchen resources at the same time, helping with the evening process.
	Evening shift
(3 PM-11 PM)
23/10/2024
	
	














	Week 5

	Experiences/Tasks/Challenges/Lessons 
(highlight hotel department)
	Shift 
(Date/Time)
	Student  
Signature
	Hotel Mentor  
Signature

	 I started helping make breakfast and cleaning the room.  I also provided room services to some of the guests helping the organisation due to the lack of staffing that day.  I also cleaned some rooms and helped guests with their team demands. 
	Morning shift
(7am - 3pm)
31/10/2024
	
	

	 I worked at reception and helped with check-in and out while I learned about the payment process.  I learnt how payment works and different online payment options While I learnt to help guests throughout the process.
	Morning shift
(7am - 3pm)
1/11/2024
	
	














	Week 6

	Experiences/Tasks/Challenges/Lessons 
(highlight hotel department)
	Shift 
(Date/Time)
	Student  
Signature
	Hotel Mentor  
Signature

	 I learned how to check for reception and how to leave on alert in the morning shift.  I also learn to Understand the flexibility of res.  I was able to check in several gases at the same time, able to multitask and mitigate guest conflict.
	Evening shift
(3 PM-11 PM)
06/11/2024
	
	

	 I helped a guest to get checked in when a technical issue occurred.  However, there is a certain frustration and conflict arrive due to the technical error. Yet I help the others. Staff members to overcome the challenge.
	Evening shift
(3 PM-11 PM)
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