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[bookmark: _Toc166429944]Introduction
The hotel industry knows Accor—owner of Novotel and Ibis—for its numerous guest-centric innovations. From taking reservations to ensuring a seamless check-in and check-out, the competent and pleasant front desk staff is available to attend to every guest's need. Social events, seminars, conferences, and any other type of corporate event can be expertly planned and executed by the meetings and events team.
I got a feel for the fast-paced customer service operations profession during my placement at Novotel and Ibis, where I worked. It was a perfect fit for my people skills and problem-solving abilities to work with the knowledgable and helpful staff.
[bookmark: _Toc166429945]Section 1: Reflection on Experience and Personal Development
I learned a lot from my supervisor because he always went out of his way to help the staff and clients. Customer satisfaction, efficient problem-solving, and cohesive teams all hinge on effective communication (Stringam and Gerdes, 2021). Even during peak hours, the front desk personnel went out of their way to help customers. They helped each other out, kept the office running well, and exchanged important information in this way. Employees enjoyed going to work, and customers were consistently and reliably taken care of as a result. The employee who worked with me was very good at managing his time; he always got his tasks done on time, set reasonable priorities, and never let them pile up. The final result was first-rate customer service. This internship has helped me tremendously in developing my analytical, problem-solving, and attention-to-detail abilities.

[bookmark: _Toc166429946]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Harmonizing Theoretical Knowledge and Practical Experience: Only employees with a unique blend of theoretical knowledge and hands-on experience can ensure that guests of Novotel and Ibis hotels have a fantastic time. At the front desk, I had the opportunity to witness firsthand the processes of guests' reservations, check-ins, check-outs, and invoice generation. 
Mastering Property Management Systems and Customer Service Policies: The front desk staff was knowledgeable about the hotel's management system and how to interact with customers. Their extensive knowledge enabled them to cater to the needs of every single client with utmost care. 
Effective Communication and Rapport Building: Because of the wide variety of customers, it was essential that the front desk staff have strong communication skills. Dealing with or avoiding problems required attentive listening, adapting one's speech to suit the preferences and needs of others, and establishing rapport (Tan and Despotis, 2021). 
Fostering Collaboration and Teamwork: A lot more gets done because of the front desk staff's natural inclination to talk to each other and share ideas (Hudson and Hudson, 2022). As the time progressed, their capacity to encourage and inspire one another grew more and more apparent.
Exemplary Time Management and Process Organisation: Their incredible speed and command of time management were on full display when the front desk personnel responded to my inquiries in a flash. In order to ensure efficiency, priorities were established, jobs were assigned based on team members' talents, and supervisors frequently checked in on progress (Han et al., 2021).
Cultivating Adaptability, Critical Thinking, and Attention to Detail: Extremely high levels of consumer demand have increased the value of traits like quick thinking, adaptability, and persistence (Truong et al., 2020). The front desk staff was kind, helpful, and quick to smile and respond to any needs guests may have had.

[bookmark: _Toc166429947]Section 3: Reflection on Organisational Issues
One of the people I dealt with during my internship was really irate because checking in took too long. The system outage and extremely high volume of requests caused us to have a substantial backlog in accommodating these guests. 
Observing the team's reaction taught me the importance of maintaining composure and behaving professionally at all times. As they worked tirelessly to resolve the issue, the staff maintained their composure and empathy for the tourists' emotions. Predicting when system disruptions and heavy traffic are likely to occur can help you prepare for them (Kryukova and Khetagurova, 2020). Guests can enjoy a trouble-free experience if you invest in dependable equipment and keep it well-maintained. To get customers back on the couch after a terrible interaction, it is important to take their criticism seriously, act on suggestions promptly, and apologise truly (Longart, 2020).
Theories of service quality, such as the service profit chain and the gap model, can help business owners comprehend issues like customer complaints. The service profit chain illustrates the interdependence of staff happiness, customer pleasure, and profitability, highlighting the necessity of enabling frontline people to give outstanding service (Shin and Jeong, 2022). The gap model might be useful for businesses in determining why their offerings fall short of consumers' expectations.

[bookmark: _Toc166429948]Section 4: Future Action Plan
Enhancing Communication and Conflict Resolution Skills: I am not confident enough to manage the guest service department, but my time at the Novotel and the Ibis Hotel gave me invaluable expertise in customer service and meeting guests' demands. Customer service training programmes and role-playing exercises will help one become a better listener, empath, and problem solver, especially when dealing with anxious clients (Filimonau and Magklaropoulou, 2020).
Embracing New Technology in the Hospitality Industry: New technology in the hotel industry, such as client message automation systems or property management apps that integrate with mobile check-in and check-out, is something I am interested in learning more about. I can streamline processes, enhance customer service, and give guests unforgettable experiences if I stay abreast of current trends.
Developing Cultural Competency and Diversity Management: In the dynamic hospitality industry of the future, the ability to understand and cater to the needs of clients from all cultural backgrounds will be crucial. Taking a course or workshop on diversity management and cultural competency will help me serve all of my guests more effectively (Mariani and Borghi, 2023).
Fostering Adaptability, Problem-Solving, and Attention to Detail: I would like to improve my skills in innovative problem-solving, adaptability, and meticulousness for the benefit of my employer and clients. My people skills and extroverted nature are well-suited to the fast-paced field of guest service operations (ASET, 2017).
Leadership and Collaboration: My goal is to improve my leadership skills and cultivate a more collaborative mindset through regular participation in team-building exercises and seminars on leadership development.
Staying Current through Professional Development: As a professional, I may stay abreast of changes in my field by joining appropriate organisations, attending pertinent events, and establishing connections with other experts in the field. 
Aligning Personal and Professional Growth Plans: I will devote myself fully to expanding my professional network and enhancing my technology skills, both of which will increase the quality of service they deliver to their clients.
Aspiring to Elevate Customer Service Standards: On top of that, this plan will help me climb the corporate ladder by teaching me what I need to know to be a leader and raise the bar for customer service. 
Paving the Way for Professional Success and Organisational Prosperity: It is my firm belief that this strategy will pave the way to my professional success and the financial well-being of my employers. In the hospitality industry, I aspire to leave an indelible mark by routinely exceeding guests' expectations.

[bookmark: _Toc166429949]Conclusion
By seeing the operations of the Novotel Southampton and the Ibis hotels, I was able to get a taste of the interesting field of guest service. I used Gibbs' reflective cycle model to figure out what was most important: having strong personal skills, excellent communication and teamwork abilities, and great task management skills. Among the most important skills, according to studies on technical competence in the workplace, are knowledge of hotel policies and procedures, experience with property management systems, and the capacity to provide individualised advice and support to clients (Abuelhassan and AlGassim, 2022). By researching organisational problems and offering solutions grounded in relevant theories and practical considerations, I have deepened my comprehension of efficient guest service management. Service profit chains and the gap method are just two of many theories and approaches for evaluating service quality. Prioritising client expectations, keeping up with industry news, and always developing my trade will be the foundation of my future professional success.
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