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Part 2: 1,250-word (+/-10%) Reflective Journal.

Introduction 
Ibis Brighton City Centre has been rated 4 representing the effective guest service operations of the hotel (TripAdvisor, 2024). The popular guest services of the hotel include housekeeping, 24/7 front desk, bookings, and others which benefit customers with exceptional service. With the help of Gibbs’ reflection, the study will offer a detailed overview of the placement experience. 
The learning objectives are: 
· To shadow a supervisor in the front office department for a better understanding of work-based and technical knowledge. 
· To evaluate how the knowledge and skills have helped to gain a better understanding of guest management services in a hotel. 
· To propose solutions to address a challenging situation with the help of relevant theories or concepts. 



Section 1: Reflection on Experience and Personal Development 
Description 
Shadowing a Front Office Supervisor provided an invaluable opportunity to witness first-hand the complexities and nuances of managing a dynamic department. Shadowing the role helped me gain a broader overview of teamwork, time management, communication, organisation, problem-solving, and leadership abilities. My experience helped me to realise the importance of maintaining a calm demeanour, juggling among tasks, and striving to resolve issues to enhance guest satisfaction. However, I encountered an issue when a guest requested a booking and I had to opt to seek assistance from others. This is reflected in the absence of technical skills. In my opinion, the experience has been invaluable as it helped me realise the importance of work-based and technical skills for delivering exceptional guest experiences and contributing to the overall success of the hotel.
Feelings 
Initially, the placement had excited me however, gradually, I started to feel quite stressed due to the challenges and improvement areas identified which often led to self-doubt. My understanding of communication, teamwork, task management, personal skills, and guest services was significantly influenced by my previous industry experience in hospitality, combined with placement and academic journey, significantly influenced. It helped me determine the invaluable role of effective communication as it helps to develop a keen sense of guest needs and is of paramount importance for a front office job. Abdikarimova, Tashieva and Abdullaev (2021) good communication skills act as a source of self-confidence to exercise more control in life.  Additionally, in the fast-paced business environment, teamwork helps in effective conflict resolution to ensure seamless guest experiences. Teamwork culture helps in nurturing a diversity of thought that helps to strengthen problem-solving ability and creativity (Collis, 2023). In the front office department, task management ability helped me to ensure smooth operations although I did face some difficulties in making the last-minute changes. Being resilient helps to take control of life and circumstances (Kelly, 2024). Further, the placement also helped me realise the importance of resilience as I witnessed instances where my supervisor remained calm even under a huge workload to provide exceptional guest service. 


Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
From a business perspective, there are various work-based skills present including adaptability, self-confidence, talent management, problem-solving, panning, leadership and many more to align with business objectives. On the other hand, some technical skills include communication, multi-tasking, computer literacy, data analysis, and so on, which help people adopt modern tools or techniques in the workplace. Thus, guest service standards mainly require a wider range of skills and professional abilities such as active listening, cultural sensitivity, proactive engagement, communication and digital literacy as well. However, I lack active listening skills to understand the basic requirements of customers and might fail to build emotional connections with them to maintain high business standards. In contrast, I have effective communication skills to create a strong foundation with other workers and foster innovative skills or knowledge to define competitive growth. Under the Gibbs Reflective Cycle, it can be evaluated that I had both positive and negative experiences while working to assess my professional characteristics, however, I failed to meet customer needs. 
For instance, I have attended various online programmes at Ibis to get easy access to resources and improve my interpersonal abilities. However, some of the past workers said that they faced obstructions while working at the workplace due to low job security and poor work-life balance which resulted in high staff turnover rates (Indeed, 2024). This shows a negative impact on my personal and professional abilities to survive in the competitive business environment and tackle upcoming uncertainties to assist in positive outcomes. In the context of business management, technical skills and knowledge are also required to adopt modern technologies in order to reduce manpower in the workforce and enhance customer experiences to create domination in the market. However, according to Dandan et al. (2024), a lack of computer literacy skills can limit the upcoming career opportunities and experiences of an individual in a digital society due to low privacy concerns and a lack of public awareness. 
Section 3: Reflection on Organisational Issues 
Guest service experience is considered as an overall satisfaction and individual impression of visitors on a business to enhance their bargaining power and gain competitive edges. Based on my professional experiences, I have faced some challenges in the workplace due to the high competitiveness in the market and low job security at Ibis to create face value in society. On the other hand, the number of hotel users in the UK was recorded at about 33.62 Million in 2019, however, it was reduced up to 8.47 Million by the end of 2020 (Statista, 2024). The main reason behind this downfall was the sudden outburst of Covid-19 pandemic to influence business performance. Besides, a lack of coordination from managers and poor managerial functions in the workplace also affected my professional experience to mitigate internal conflicts and lead to low transparency levels. It can be analysed that I was unaware of the emotional aspects of customers to value their moral ethics and failed to showcase my professional skills to promote brand image. Thus, I should improve my emotional intelligence skills and enhance my self-confidence level and build emotional connections with customers to insist them to revisit the hotel further. 
Implementing the human relations theory will be beneficial for the business in improving professional relationships with employees, guests, stakeholders, and many more (Muldoon et al., 2020). Ibis can conduct interactive sessions with other employees and bring innovative solutions in the business environment to manage internal operations in future aspects.  While attending guests, I faced obstructions due to language barriers and cultural differences as people from different countries used to visit the hotel frequently. This also had a negative impression on guest services to comment negative reviews on social media channels and spread negatively among others. Thus, the application of the Social Learning theory has a crucial role that mainly explains the process of how to learn new things through imitation, observation and modelling (Koutroubas and Galanakis, 2022). Therefore, providing training and development programmes will be helpful for employees and an employer to maintain consistency in the workforce and abide by ethical considerations in the long pathway. However, a toxic work culture might affect the internal structure of the business to create miscommunication among employees and lead to poor managerial functions (Sari and Dudija, 2024).
Conclusion and Action Plan 
It can be concluded that I have effective leadership skills and technical abilities to provide quality services and deliver sufficient resources to promote brand awareness in society. Besides, a reflection on my professional experience and development was provided to assess my individual performance and seek new career opportunities further. Apart from these, some theoretical concepts were highlighted including the Human Relations theory and Social Learning theory to align with practical examples of Ibis Hotel and deduce better findings. 
Action plan
· It can be recommended that the vocational development of an individual helps to mitigate the gap between the workplace and learning to address skill shortages (Prasetyo et al., 2021). This would also help me to reshape my future career aspirations in the hotel industry and specify my career interests to meet business objectives. 
· I can enhance both my work-based skills and technical knowledge through online courses and collaborative learning approaches to maintain guest service standards in future aspects. 
· Lastly, I should abide by ethical considerations and motivate others to work as a team and execute the task properly within the given deadline for higher productivity levels. 
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