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[bookmark: _Toc190803088]Introduction 
Overview of Ibis Hotel Northampton’s administrative operation 
Ibis Hotel Northampton has a well-laid administrative system that is used to deliver a seamless guest experience. The check-ins, check-outs, billing and guest inquiries are the important works that the reception department handles. In this fast-paced environment, communication, technical proficiency as well as teamwork are needed to stay efficient. During my shadowing phase, I found out how important these skills were in running daily operations and providing quality service. Using Gibbs Reflective Cycle Model (1988) as the basis through which I will examine my learning experience (McLeod, 2024). In this reflective log, I will talk about the hurdles that I would run into specifically, communication, technical skills and problem-solving. 
[image: The Gibbs Reflective Cycle - Free Template Download & Guide]
Figure: Reflective Cycle Model of Gibbs 
Source: (nicole-brown, 2024)
Learning Objectives
To get the technical skills for using the hotel booking and billing system.
To enhance communication, and teamwork ability for working effectively in a professional setting.
To improve problem solving skills dealing with guest inquiries and operational issues related to their stay at the hotel.
To get a deeper knowledge about administrative responsibilities that individuals need to follow in hotel management.
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Practical experiences 
Work experience enables a person to practically implement their knowledge and understanding (Finstad et al., 2021). It is essential to evaluate past work experiences to effectively reflect upon the current skills and capabilities as this enables a person to understand which section is their strengths and weaknesses (Rivaldo and Nabella, 2023). For an effective reflection on my career, it will be essential to understand my journey as a professional working in the hospitality industry. Here, Gibb’s model's first step can be utilised which state to describe a situation. As I am working as a receptionist in the hotel industry, this has enabled me to gain relevant skills and capabilities related to the job role. I have worked previously also in similar departments where I have understood different effective ways to communicate and handle customers. This has helped me to develop different skills such as quick decision-making and scheduling. In the sector of the hotel industry, every employee has to encounter critical situations and demands a person to be patient to handle this pressure. My work experience has enabled me to develop an ability to sustain stressful conditions. With the practical experience of the field, I have the relevant knowledge to work in the sector and handle things in real-time. 
Personal development 
Personal development is a comprehensive approach that guides an individual to work on themself and concentrate on the weak points to strengthen these areas (Abbott, 2021). It involves various techniques and tools that help a person to gain new knowledge and information that is helpful in overall career development. I can effectively reflect on this procedure by utilising Gibb’s model whose second point suggests evaluating feelings incorporated with a situation. My courses were beneficial for me to learn organised knowledge about the field. This was an advantage for me to know relevant information which was beneficial for my career. I have also worked on my personality through self-learning which was helpful for me to effectively communicate with the consumers. As a receptionist, it is essential to create a positive image for the guests as it ensures a positive brand image of a hotel. With the help of personal development, I was able to gain skills related to communication and task management. This was an advantage for me in my career as I was able to work efficiently according to the requirements of my job role. The process of personal development was also beneficial for me to build relevant confidence which acted as an advantage to build a strong personality. 
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Career skills 
[bookmark: _f2nbe4en8wv][bookmark: _tew3hx19uf2y]Work-based learning is an important aspect of maintaining individual performance and quality of work (White and Quinn, 2023). Its importance can be investigated with the third point of Gibb’s Model which is analysis. This factor states to critically evaluate a situation to recognise important insights and points. With the implementation of this framework, I can say that skills are one of the most essential aspects of practical working in an industry. This has made me understand the importance of task management, scheduling, decision-making and teamwork. While working at the reception desk I have identified that listening to the queries of the consumers and providing relevant solutions is an essential responsibility that a person fulfil. During my career, I have also encountered various technical skills which were important for the completion of a plan. Data management where I had to keep an account of the details of the consumers was an essential part of the department. Here, proficiency in data entry was essential when I had to put information in the software for easy access. Other than this, currently I also use software to schedule work and prepare documents.  
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An Organisational Issue
My experience in the reception department at Ibis Hotel in Northampton was with respect to face billing errors as there was a shortage of technological knowledge. Processing payments, and checking guests in and out would take a lot of time, and that is because I struggled to use the hotel's booking and billing system effectively (Lacalle, 2024). The problem was that I was not familiar enough with using some of the system functions and received no proper training before handling billing tasks. Following the Gibbs Reflective Cycle reflecting on this issue is useful as it makes me understand the cause and the effect, enabling me to improve my skills for future roles.
Impact of This Issue
The billing errors negatively affected the performance of the reception department and guest service, as well as the whole operations of the company. The check-in and check-out times of the guests were delayed and they became frustrated and dissatisfied (Schwarz, 2023). It also puts additional stress on my colleagues by forcing them to spend more time correcting errors. I will be focused on improving my technological skills and in doing that, I will avoid getting into the same problems.
Possible solutions 
I will require proper training on the hotel’s booking or billing system in order to address the billing errors. If I had such a structured training program with hands-on practice, developing technical skills would not be a problem. Following “Vroom’s Expectancy Theory” along with “Gibbs's reflective cycle”, I ought to use those by setting clear learning goals and getting feedback to stay motivated (Sutton, 2024). Common errors and their solutions could also be discussed during regular team meetings which could increase efficiency overall. With these solutions, I can increase my technical skills, and decrease error.
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Conclusion
I have reflected on my shadowing experience in the reception department of Ibis Hotel Northampton to understand the importance of work-based skills and technical knowledge in hotel administration. Using the “Gibbs Reflective Cycle Model” (1988), I found the areas of improvement that included communication, technical skills and problem-solving. The experience confirmed how billing errors and the absence of technological knowledge impacted guest satisfaction and operational efficiency. Talking about teamwork and training, I also understood what is essential to the continuation of smooth hotel operations. By developing such skills, I will be able to enjoy a successful career in the hospitality industry.
Action Plan
I will continue to learn and develop myself professionally in order to improve my skills and give a chance to my career. My technical skills can be further strengthened by additional training in hotel management systems. With learning from experience in focus, “Gibbs Reflective Cycle Model” suggests that I should find more chances to work with booking and billing software (McLeod, 2024). I would also get better at communication skills through role-playing exercises and customer service workshops. These cases will help me to improve my problem-solving abilities in the hotel administration.
[bookmark: _128uk7zdi47n]

[bookmark: _Toc190803093]References 
Abbott, T. (2021). Social and personality development. Routledge.
Finstad, G.L., Giorgi, G., Lulli, L.G., Pandolfi, C., Foti, G., León-Perez, J.M., Cantero-Sánchez, F.J. and Mucci, N., (2021). Resilience, coping strategies and posttraumatic growth in the workplace following COVID-19: A narrative review on the positive aspects of trauma. International journal of environmental research and public health, 18(18), p.9453.
Lacalle, E., (2024). The 20 best hotel pricing strategies to increase your revenue in 2024. [Online] Available at: https://www.mews.com/en/blog/hotel-pricing-strategies [Accessed 16 February 2025].
McLeod, S., (2024). Gibbs Reflective Cycle. [Online] Available at: https://www.simplypsychology.org/gibbs-reflective-cycle.html [Accessed 13 February 2025].
nicole-brown, (2024). Reflective model according to Gibbs. [Online] Available at: https://www.nicole-brown.co.uk/reflective-model-according-to-gibbs/ [Accessed 13 February 2025].
Rivaldo, Y. and Nabella, S. D. (2023). Employee performance: Education, training, experience and work discipline. Calitatea, 24(193), 182-188.
Schwarz, L., (2023). 6 Common Invoicing Problems and How to Solve Them. [Online] Available at: https://www.netsuite.com/portal/resource/articles/accounting/invoicing-problems.shtml [Accessed 16 February 2025].
Sutton, J., (2024). Victor Vroom’s Expectancy Theory of Motivation. [Online] Available at: https://positivepsychology.com/expectancy-theory/ [Accessed 17 February 2025].
White, B. A. A. and Quinn, J. F. (2023). Personal Growth and Emotional Intelligence: Foundational Skills for the Leader. Clinics in sports medicine, 42(2), 261-267.
Page 2 of 2

image1.png
Prifysgol Cymru
¥ Drindod Dew Sant
University of Wales

Trinty Saint David




image2.jpeg
1: Description

. @20
Gibbs @cﬁ‘@
Reflective
Cycle

5: Conclusion

3: Evaluation

=
ov |
ov
ox
ov





