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The Ibis London Stratford hotel is a trusted choice for people seeking comfortable and convenient accommodation. Modern facilities and friendly service allow guests to relax and comfort. Because of the hotel's convenient location, both business and leisure travelers can easily access the vibrant city center (ibis London Stratford, 2023). On my first day as a placement student at Ibis London Stratford, I was assigned to Guest Service Operations. The department manager welcomed me and introduced me to the team. The manager introduced each team member's crucial role in providing excellent guest experiences. I noticed experienced and skilled team members. I also observed their guest interactions. During this observation, I have grown to admire their professionalism and loyalty. I understand front desk, concierge, and guest relations from my academic studies. I also know the hotel's amenities and reservation system (ASET, 2017). I also received extensive training on the hotel's policies and procedures. Educational learning has fueled the team's dedication to excellent service. I wanted to lead the department's implementation of this initiative to boost Ibis London Stratford's hospitality industry reputation.

The objective of my placement in the Guest Service Operation department at ibis London Stratford was to learn guest service process and improve my communication skills to better serve the guests. To anticipate guests' needs, resolve issues quickly, and fulfill their expectations were also my objectives. My main goal was to learn long-term problem-solving skills to confidently handle complex guest situations. My project also aimed to improve cooperation between hotel divisions like housekeeping, food and beverage, and maintenance to provide a seamless and synchronized customer experience. Recognizing the importance of departmental collaboration was crucial to providing a seamless and satisfying client experience. Following the hotel's policies and procedures was crucial to guest confidentiality and safety. This required learning privacy and security protocols and following them when interacting with guests. These standards were created to build client trust and satisfaction with our service (ASET, 2017). 


During my placement at ibis London Stratford, I gained valuable insights into guest service operation. The immersive experience was enlightening, allowing me to explore guest service operation. This analysis will examine the duties, information acquisition, and skill development during the placement. I will use Kolb's reflective model to evaluate my experiences at ibis London Stratford's Guest Service Operation department. Using Kobb's reflective framework will help me to analyse my personal growth, knowledge acquisition, and professional development in this unique setting (Konak, Clark and Nasereddin, 2014).
Description: My experience at ibis London Stratford intellectually was stimulating.  There was an initial anxiety in my placement experience. In Guest Service Operation, I had responsibilities for providing effective guest services. My Responsibilities included managing guest check-ins and check-outs, addressing inquiries, and resolving problems. Guest safety, security, and promoting teamwork with hotel departments were also my crucial task (Konak, Clark and Nasereddin, 2014).
Feelings: I had various emotional reactions at the beginning of my placement. I was excited to apply my academic knowledge to solve real-life problems. I felt anxious, especially about dealing with difficult people. However, I gained self-confidence and found fulfillment in providing excellent customer service during my placement (Hagg, 2013).
Evaluation: I gained practical experience at Guest Service Operation. I understand the importance of practical skills in guest service management, which has improved my communication and problem-solving abilities. Strong collaboration among hotel departments is crucial for a smooth guest experience (Hagg, 2013).
Analysis: During my placement, I applied theoretical concepts from the classroom to my tasks. Tasks included customer service, front desk operations, effective communication, problem-solving, collaborating with departments, and following hotel policies. I found that the knowledge I gained in these areas is directly relevant to my everyday tasks. I used effective communication in an educational setting by engaging with visitors, answering their questions accurately, and attending to their needs promptly (Bardi, 2010).
Conclusion: During my placement, I managed guest service operations. I have experienced greater side of hotel management, including revenue management, event planning, marketing, and financial analysis. While not directly encountered during my placement, these subjects are crucial to understand a hotel's overall operation. During my placement, I learned foundation of guest service management, which will benefit my future growth in the hospitality industry (Hagg, 2013).
Action Plan: I am enthusiastic about increasing my knowledge and skills. I plan to actively seek opportunities from various sources to improve my knowledge and skills in the field for future growth. To achieve my goal, I will actively seek opportunities to gain practical knowledge in new areas. I am interested in revenue management, event planning, marketing strategies, and financial analysis. I want to gain expertise in additional areas to enhance my skills and flexibility in hospitality. The progress mentioned will benefit my professional growth and contribute to the success of future hospitality establishments . (Konak, Clark and Nasereddin, 2014).
During my placement at ibis London Stratford, I noticed a management related problem with managing guest services during busy times, especially when the hotel was short-staffed. Problems often occur when there are many people, like on weekends, holidays, or special events. Limited staffing at the front desk caused long wait times for guests during check-ins. This matter led to challenges such as negative perceptions, dissatisfied clients, and ineffective processes (Bardi, 2010).
Theory for resolving problems: Queuing theory is a branch of mathematics that studies waiting lines. Queuing Theory will help ibis London Stratford manage guest services during busy times. Analyzing historical data can predict guest arrival patterns and their impact on waiting times. The theory optimizes staffing to allocate resources where they are needed most (Giambene, 2014). The system helps manage queues by adding servers or using self-check-in kiosks. Queuing Theory helps make evidence-based decisions and improves guest experience during busy times by balancing operational effectiveness and customer satisfaction.
Possible solutions: The hotel should use multiple strategies to address the issue. A pragmatic approach includes training staff, improving the reservation system, using self-check-in kiosks, and communicating with guests about check-in. Regularly monitoring guest service performance data and feedback is crucial for continuous improvement and effectiveness (Giambene, 2014).
To address this issue, ibis London Stratford should implement a flexible staffing model. To accomplish this, they should hire part-time personnel during peak periods for reception area assistance. It is advisable to recruit and train additional personnel in advance for guest check-in and interaction (Casado, 2012).
The hotel management should teach employees diverse job skills within the hotel. Staff members should develop additional skills beyond their front desk responsibilities. Individuals should learn skills in concierge services, room maintenance, and food and beverage service. This approach will improve team adaptability during busy times and reduces the need to hire more people (Casado, 2012).
The hotel should improve its reservation management system to make check-in and room assignment processes more efficient. The system will use historical data to allocate rooms based on guest arrival times. Updating the reservation software and ensuring compatibility with other systems is important (Fallon, & Rutherford, 2010).
Self-check-in kiosks and mobile check-in options can speed up the check-in process. By choosing these options, visitors can speed up check-in, allowing staff to help other visitors more personally. Practical considerations should include obtaining necessary technology for self-check-in and providing clear instructions for a smooth experience.
Interacting with guests during busy times is important. The hotel should notify guests in advance about their check-in time and any possible delays. Hotel should use different communication channels like the hotel's website, email, or text messaging. Offering early check-in and late check-out options can help reduce inconvenience for guests.
The Ibis London Stratford should improve guest satisfaction, create a positive guest experience, and optimize staff utilization by managing guest services proactively during busy times. The solutions should be feasible, effectively implemented, and continuously monitored.
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