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Introduction
During my university studies, the placement at Ibis Hotel Swansea formed the second part of my internship, and it offered me an in-depth look at how a smaller, economy-brand hotel operates compared with Marriott Swansea. where I completed the first half of my internship. Working across all departments in both hotels helped me understand how different management structures and service expectations shape the daily routine. At Ibis, I was supervised by Linda, the Operations Manager, and worked alongside a small team of three colleagues per shift to ensure rooms were cleaned and presented in line with brand standards.
While completing my tasks, I paid close attention to hygiene procedures, room inspections, time management, and the correct use of cleaning products. I also made a conscious effort to protect my musculoskeletal health by applying the lifting and bending techniques we studied in the Operating Hotel Facilities module (The Simple Scrub, 2022).
Reflective practice plays a big role in my personal and professional development, helping me look back at real situations and understand what worked well and where I still need to improve. For this reflection, I apply Graham Gibbs’ Reflective Cycle, which includes six stages: description, feelings, evaluation, analysis, conclusion, and action plan (The University of Edinburgh, 2025).
This approach helps me connect academic learning with the practical experiences I gained during the placement.

Description
Ibis Swansea works with an outsourced housekeeping team, usually made up of three staff members per shift. Each cleaner is responsible for around ten rooms, although this changes depending on occupancy levels. Tasks are allocated based on room type, workload balance, and staff experience. Communication within the team is mostly made through a WhatsApp group, which helps everyone to stay informed about early arrivals, guest departures, and any extra cleaning requests that come up during the day.
During my placement, two situations caught my attention because they required quick reactions and problem-solving. One involved a guest with challenging behaviour, which I reflected on in the Front Office learning log. The second situation was more operational: a network blockage caused by an incorrect password disabled the electronic key system. For almost two hours, we had to switch to physical keys, update guests, and manage their expectations.
Although stressful, both situations tested my resilience, teamwork, and adaptability.

Feelings
At the start of the network failure, I felt a mix of anxiety and pressure. The idea that guests might become frustrated because they couldn’t access their rooms made me think immediately about service quality and how disruptions affect guest satisfaction. I was worried about how the situation would reflect on the team, especially because technology failures can easily be perceived as poor organisation.
Even so, I felt a sense of responsibility and wanted to help the team handle the situation as smoothly as possible. I tried to keep a friendly attitude and even use humour here and there to reduce tension for the guests. As the issue continued, I felt frustrated, but teamwork helped balance those emotions.
Working side by side with my colleagues, organising physical keys and explaining the issue clearly to guests, helped me regain confidence and stay focused.
By the end, I felt proud that we managed the situation professionally and maintained a positive guest experience despite the disruption.

Evaluation
From what we learned in the Hospitality & Guest Services module, excellent service is a major factor in guest satisfaction and loyalty. Modern hotels rely heavily on technology, and staff must be comfortable using these systems. However, as Anthonius (2021) suggests, soft skills like adaptability and quick decision making are equally important, especially in stressful or unexpected moments.
Looking back, the team responded promptly by switching to physical keys, which showed strong initiative and operational resilience. This prevented a bigger service failure and ensured that guests could still reach their rooms safely. Although the situation was far from ideal, the team maintained professionalism, good communication, and calmness under pressure—all essential qualities in hospitality.

Analysis
Gibbs’ model helped me look deeper into what actually made the situation manageable. The incident highlighted how important it is for staff to be well trained in both hard skills (such as using hotel systems) and soft skills (communication, teamwork, quick thinking) (Walelign, 2019).
The sudden shift from digital to manual key handling was not easy, but the team adapted quickly.
Communication with guests also played a key role. Being honest about the technical problem helped maintain their trust, and many guests appreciated that we kept them informed (Lacalle, 2022). For me, this reinforced how essential clear explanations are, especially in moments when guests might feel confused or inconvenienced.

Conclusion
Working with experienced colleagues like Linda and Maria, as well as with the management team, gave me a better understanding of how operational decisions are made during unexpected situations. I realised how much flexibility is needed in hospitality, especially when technology fails or when pressure increases (Ofori, 2024).
This experience strengthened my practical skills and showed me how teamwork and communication can prevent small issues from becoming major service failures.




Action Plan
To continue developing my professional skills, I plan to:
· Improve my technical skills and deepen my understanding of hotel systems across all departments.
· Strengthen teamwork and communication by engaging more actively in cross-department collaboration.
· Develop quicker and more structured problem-solving strategies for unexpected issues.
· Ask for regular feedback from supervisors to identify areas of improvement.
· Continue applying Gibbs’ reflective model to evaluate challenges and track my progress.

Final Conclusion
My placement at Ibis Swansea gave me a clearer view of how hotel operations function behind the scenes and how essential teamwork and communication are for maintaining service quality. Handling service disruptions, such as the electronic key system failure, helped me understand the importance of staying calm, adapting quickly, and keeping guests informed (Stangl et al., 2024).
Working closely with experienced staff allowed me to observe decision-making processes, operational dynamics, and the coordination between departments. These experiences boosted both my technical and interpersonal skills and prepared me with more confidence for future roles in hospitality management.
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