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Reflecting on My Placement at Ibis Hotel, Nottingham   
   
Introduction   
   
During my 160 hours (about 13 days) placement at Ibis Hotel in Nottingham, hours that I finished in 10 weeks (about 2 and a half months), with the agreement of the managing operator, and due to the understanding of my colleagues, I had the opportunity to shadow a supervisory role within the Food and Beverage department. This placement allowed me to develop a deeper understanding of hotel operations and management practices, particularly focusing on guest service, team management, and operational efficiency. Using Gibbs' Reflective Cycle (1988) as the model for reflection, this essay will evaluate key experiences during my placement, analyze the skills and knowledge bought, and critically reflect on an organisational issue I met. It will also outline the impact of this experience on my professional growth and future career in the hospitality industry.  
   
Description:   
   
The Ibis Hotel in Nottingham is a centrally found, budget-friendly hotel offering modern amenities for both business and leisure travelers. Guests can enjoy comfortable rooms with free Wi-Fi, a 24-hour reception, and an on-site bar and restaurant. The hotel’s location provides easy access to popular Nottingham attractions, including Nottingham Castle and the Lace Market, making it a convenient choice for visitors (Accor, n.d.).  
   
One considerable experience during my placement was managing a busy breakfast service at the hotel. As part of my shadowing, I saw the supervisor coordinating staff, interacting with guests, and addressing operational challenges. The department was understaffed due to unexpected absences, which led to delays in service and customer complaints. This situation gave me firsthand exposure to the high-pressure environment of hotel operations (Gibbs, 1988). The role of a supervisor include Operational Management: Shift Supervision: Oversees daily Food and Beverage operations, ensuring smooth service during shifts (Walker, 2020), Quality Control and Inventory: Maintains quality of food and beverages, ensures hygiene standards, and manages inventory to avoid shortages (Davies and Stone, 2019), Problem-Solving: Addresses operational challenges such as guest complaints and staff shortages (Hagg, 2013); Team Management: Staff Supervision: Oversees and trains staff, ensuring they perform effectively (Walker, 2020) and Shift Scheduling and Leadership: Creates schedules and motivates the team, promoting collaboration and productivity (Hagg, 2013);  Guest Relations: Customer Service: Ensures exceptional guest service by resolving complaints and upholding service standards (Olsen et al., 2008) and Handling Complaints: Acts as the main point of contact for resolving service-related issues (Davies and Stone, 2019); Financial Duties; Health, Safety, and Compliance; Leadership and Strategy and Cross-Departmental Coordination.  
   
Feelings:  
   
Initially, I felt overwhelmed by the fast-paced nature of the service and the pressure to keep guest satisfaction. I empathized with both the guests who were unhappy with the delays and the staff who struggled to keep up. I was also pleased about how the supervisor handled the situation, balancing team morale and customer expectations.  
   
Evaluation:  
   
From a positive standpoint, this experience reinforced the importance of teamwork and leadership in keeping operational flow during peak periods. The supervisor’s calm approach and ability to delegate tasks efficiently were crucial in managing the situation. On the negative side, I saw that the lack of staff directly affected guest service quality, leading to a dip in customer satisfaction. This highlighted a weakness in contingency planning and task management within the department (Mintzberg, 1973).  
   
Analysis:   
  
Using Tuckman’s Stages of Team Development (1965), I can understand the importance of building cohesive teams that can perform effectively even under stressful conditions. The team was clearly in the "storming" stage, as there were communication issues and role confusion. However, the supervisor’s leadership helped the team transition to the "performing" stage, where they worked collaboratively to manage the breakfast service.  
Additionally, SERVQUAL theory (Parasuraman et al., 1988) helps explain the gap in service quality that occurred. The "reliability" and "responsiveness" dimensions of the service were compromised due to the staffing shortage. This incident underscores the need for better contingency planning and highlights the importance of balancing operational efficiency with guest service quality.  
   
Conclusion:   
  
Reflecting on this experience, I realized that I could have taken a more proactive approach, helping the team with simple tasks to alleviate some of the pressure. This allowed me to contribute directly to improving guest services while learning practical skills. We also recognized the importance of clear communication in managing guest expectations during delays.  
   
Action Plan:  
  
In the future, I would focus on developing my leadership and decision-making skills by taking the initiative in similar situations. I would also encourage the implementation of cross-training for staff to ensure operational flexibility in case of unexpected absences, a strategy supported by Herzberg’s Two-Factor Theory (1959) in motivating employees and enhancing job satisfaction.  
   
Organizational Issue: Staffing and Training.  
One major organizational issue I met during my placement was the hotel’s reliance on a small team to manage the Food and Beverage operations during peak times. This often resulted in operational inefficiencies, particularly when staff were absent or the guest influx was higher than expected (Mintzberg, 1973). Using Opera, a popular web browser designed to enhance user privacy and browsing efficiency (Opera, n.d.). Having the earlier experience of 2 years ago I was able to understand in much more detail the power of the 5 whys.  
 1. Why was guest service quality compromised?  
Because the department was understaffed during peak service times.  
2. Why was the department understaffed?  
Because some staff members were unexpectedly absent.  
3. Why were there no contingency plans to cover these absences?  
Because the hotel did not have a sufficient pool of cross-trained staff to fill in.  
4. Why was there no cross-training for staff?  
Because the hotel's training program was not structured to prepare staff for multiple roles within the department.  
5. Why was the training program inadequate?  
This is because the management did not prioritize operational flexibility and did not foresee the potential impact of staff shortages on service quality.  
   
Analysis of Issue:   
  
This staffing issue had a direct impact on the department’s ability to deliver consistent service, particularly in terms of responsiveness and guest satisfaction. Mintzberg’s Managerial Roles (1973) suggest that managers must balance interpersonal, informational, and decisional roles. In this case, the supervisor had to take on multiple roles, which stretched their ability and affected their ability to keep oversight of all operations.  
Moreover, this issue can be linked to Herzberg’s Motivation-Hygiene Theory, where poor working conditions (such as understaffing) act as "hygiene factors" that can lead to dissatisfaction. If staff are regularly overworked without support, this could lead to higher turnover and a further decrease in service quality (Herzberg, 1959).  
   
Proposed Solution:  
   
A practical solution would be to implement a more robust staffing and training plan, ensuring that there is always a sufficient pool of staff who are cross trained to handle multiple roles within the Food and Beverage department. This approach would provide greater operational flexibility and reduce the risk of service disruptions during busy periods. Additionally, the hotel could implement a rotational schedule where team members take on separate roles periodically, as recommended by Bandura’s Social Learning Theory (1977), which suggests that individuals learn effectively through observation and role-switching.  
   
Conclusion and Key Insights  
   
In conclusion, my placement at the Ibis Hotel in Nottingham has been a transformative experience, allowing me to apply theoretical knowledge in real-world situations and develop essential work-based skills in hospitality management. The use of Gibbs’ Reflective Cycle (1988) has helped me critically assess my experiences, highlighting both areas of strength and areas for growth. Key insights gained include the importance of effective communication, leadership, and contingency planning in keeping high service standards within the Food and Beverage department.  
Moving forward, I will apply these insights to my future professional practice by focusing on enhancing my leadership skills and taking a proactive approach to problem-solving. I will also advocate for better staff training and operational flexibility to ensure consistent service quality, regardless of staffing challenges. This experience has solidified my passion for the hospitality industry and has equipped me with the skills necessary to thrive in a managerial role.  
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