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BMIH6003:  Learning Log: Managing Guest Services

Placement: IBIS Birmingham New Street Station

1. Introduction

During my placement at IBIS Birmingham New Street Station, I worked in guest-facing roles at the front desk, reception, and conference services. I was supported and guided by ED, Katrin, Salma, and AD, who showed me how to do tasks like checking guests in and out, handling room keys and payments, and helping with guest questions or concerns. I also learned how to communicate with housekeeping to solve room-related issues.
At times, I had to deal with guest complaints, especially about room conditions or accessibility problems. These situations really tested my communication and problem-solving skills, but they also helped me grow.

I started this placement with three main learning goals:
1. To understand how front desk and guest services work in a busy hotel in the city, where lots of guests check in and out every day.
2. To build confidence when dealing with guest complaints, helping people with special access needs, and taking in guest feedback calmly and clearly.
3. To learn how teamwork work between reception, housekeeping, and other staff because it helps keep everything running smoothly for both guests and staff.





2. Reflection Using Gibbs’ Reflective Cycle

2.1 Description
During my placement, I mostly worked at the reception desk on Thursdays. I helped with guest check-ins and check-outs, made room keys, handled some complaints, and often worked closely with the housekeeping and bar teams to solve small problems.
One situation I remember clearly was when a visually impaired guest was unhappy with her room. She said the room layout was different from what she saw online and felt disappointed. With help from Katrin, we told the manager, Kalana, and he agreed to change her room to a twin layout. After that, she felt more comfortable and happy with her stay.
Another time, a guest found someone else already in their room, which happened because of a system error. The manager stepped in quickly and offered a refund. I saw how fast action and calm communication helped solve the issue and avoid more complaints.

2.2 Feelings
At first, I felt quite nervous when speaking to guests, especially if they were upset or had complaints. I didn’t want to say the wrong thing or make the situation worse. But by watching ED and Salma, I learned some helpful techniques like listening fully before responding and offering a calm, polite apology.

2.3 Evaluation
What went well:
I learned how to use the key card machine, process payments, and handle guest requests quickly. I especially liked dealing with guest problems, because I could see the difference it made when they left the desk feeling listened to.
What could be improved:
Sometimes, during busy hours, guests had to wait a long time to get keys or help. There was also a problem with shift handovers notes were passed on paper or verbally, and sometimes important information got missed. We also didn’t have a proper follow-up system to check if guest complaints had been solved fully.

2.4 Analysis
From what I saw, many guest problems could be prevented with clearer communication and a better way to follow up. Guests want to know that someone is listening but they also want to feel that their issue won’t be forgotten. At IBIS, there was no digital system to log and track guest concerns, so it was easy for things to be missed during busy shifts.
Also, when guests had to wait too long, there wasn’t a system to apologise or make up for it. From my own experience as a guest, I once got a £10 voucher because of a delayed check-in, and that small gesture made me feel valued. I ended up booking with that hotel brand again. This shows how simple gestures like free drink vouchers, small discounts, or room upgrades can help turn a bad situation into a positive one (CIPD, 2023).
As Arapou and Kapiki (2023) explain, frontline staff in hospitality need to have tools and authority to solve problems on the spot. But at IBIS, only the manager could approve such things, which sometimes caused delays in helping guests.



3. Development Journey

I handled real guest complaints and saw how reception works together with housekeeping and F&B. For example, when a guest’s key didn’t work, I spoke to Salma and housekeeping to check the room was ready. This gave me more confidence and helped me understand how teamwork between departments is important.
In class, we studied guest expectations and how to deal with problems. This placement showed me that fixing problems is just as important as providing good service. When something goes wrong and it often does, it’s the response that matters. Saying things like “I’ll fix this for you now” or “please enjoy a drink while you wait” can really help calm guests.
I also realised how much accessibility matters. The visually impaired guest had trouble because the directions weren’t clear. She couldn’t preview the room properly, and we didn’t have any large-text guides. This made me think about how small changes, like tactile maps, better staff training, or accessible check-in videos, can make a big difference (EHRC, 2023).

4. Creative Service Improvement Proposal

Based on what I saw and experienced during my placement, here are five real and useful ideas that IBIS could use to make the guest services experience better:

1. “Service Recovery Toolbox” for Reception Staff
Reception staff should have simple, ready-to-use options when a guest is unhappy. A “toolbox” of pre-approved solutions could include:
· A £5- £10 voucher for drinks or snacks
· Free late check-out
· A room upgrade if its available
· Free breakfast if the guest missed it

These don’t cost much, but they help guests feel valued and respected. From my past guest experience, I know this builds trust and loyalty (Johnston & Michel, 2008). Big hotel brands like Marriott, Hilton, and Premier Inn already use this idea in different ways.

2. Digital Follow-up After Complaints
When a guest makes a complaint, the reception team could log the issue and send a follow-up message like text or email within 24 hours, asking:
“Was your issue resolved to your satisfaction?”
This shows we care and can also help stop bad reviews. Tools like ALICE and Hotelkit already offer this kind of feature. Even a simple message from the hotel’s PMS which means Property Management System would help.

3. Fast Track Check-in and Digital Sign-In
Check-in lines get long during busy times. A fast-track counter for pre-booked guests, along with a tablet sign-in pad for loyal or returning guests, could speed things up.
Premier Inn tested this with positive feedback. This would also be helpful for guests with disabilities who find it hard to stand in queues.

4. Accessibility Improvements: Room Preview and Large-Print Guides
To better support guests with visual impairments or disabilities, IBIS could:
· Add room preview videos or bigger images on the booking website
· Offer large-print welcome guides at reception
· Use voice support tablets at check-in
These are low-cost changes that can really help. In the UK, the Equality Act 2010 says service providers must remove barriers and make things easier (EHRC, 2023).

5. Pre-Arrival Welcome Message with a Personal Touch
A day before their stay, guests could receive a friendly message by email or SMS. This message can:
· Ask about any special needs or accessibility help
· Offer early check-in possibly for a small fee
· Suggest add-ons like breakfast or parking deals
· Share weather updates or local travel info

This kind of message makes guests feel looked after before they even arrive, and it can also help increase upselling.

5. Implementation Plan & Expected Benefits

	Improvement
	Timeline
	Benefits

	Service Recovery Toolbox
	1 week
	Helps calm unhappy guests and improves guest loyalty

	Complaint Follow-up Emails
	2 weeks
	Stops bad reviews and helps track if guests are satisfied

	Fast Track Desk and Tablets
	3–4 weeks
	Makes check-in faster and supports guests with disabilities

	Accessibility Enhancements
	1 month
	Shows IBIS is inclusive and follows legal rules (Equality Act)

	Pre-arrival Messaging
	1 week setup
	Helps guests plan better, increases engagement and upselling





6. Conclusion

This placement helped me see how important calm thinking, teamwork, and quick communication are in guest services. I realised that the front desk staff work under a lot of pressure, but even small actions like offering a voucher or room upgrade can completely change a guest’s experience for the better.

From what I saw and experienced, I believe IBIS could improve a lot by:

· Giving staff more power to handle guest problems on the spot
· Offering small compensations when needed
· Using technology to follow up after complaints
· And making the hotel more accessible for everyone

In the end, what guests remember most is how you made them feel. Good hospitality is about making people feel cared for, comfortable, and respected that’s what creates loyal guests.
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