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	Introduction
For my journal I will give insights on my experiences and the knowledge I gained while doing my placement at the Ibis Nottingham Centre in Nottingham. The knowledge I gained while working in the hotel front office has given me a great opportunity. I have learnt important skills about front desk operations and hotel administration. I will talk my experiences and give my observations, emotions, assessments, analysis, findings, and action plan using Gibbs' Reflective Cycle. My understanding of the values of these will help my career in the hotel industry to grow because of this contemplation. (Williams, Woolliams, and Spiro, 2020).

Description
During my work placement in the Ibis Nottingham Centre, I mainly worked at the front counter. It was my first placement. On the first day I met my mentor, and he showed me around and explained what happened at the front desk. He gave me a tour of the building and explained what happened and task staff conduct.  I met staff there and they all were very helpful and friendly, Staff explained the roles and showed me what I ned to do. They explained and gave me advice on how to do front desk. The check-in and check-out system was very easy to understand and digest. The hotel uses their own app to do this. I was shown. I was able to do this by myself. My mentor observed me and was happy with my work. 

During my experience I have come across many customers that come in the hotel.  Number of customers came, single members, couples, or families. Also, business travellers. The environment was lively with different activities, I tried to do my best to ensure customers were happy and enjoyable check-in process for every guest. (Corgel, Sturman, and Verma, 2011).
Feeling. 
I recall being a little nervous and excited at the same time when I worked at the reception counter. I understood the importance of excellent customer service and communication in my interest because of the variety of visitors and their needs. While I was excited to help visitors, I was also a little nervous about any problems (Hammer, 2016).

Evaluation
Positive features of the event were evident in several areas. First, the front desk staff at the hotel worked well together as a good team. We successfully collaborated to guarantee that every customer got timely attention and help. The hotel's standard operating procedures were also well managed, which contributed to the smooth and effective check-in procedure (Solomon, 2018).
However, there were also some difficulties. It might be difficult to satisfy some customer wishes for a certain room while still honouring the availability of the room. Additionally, it took tact and care to manage guest expectations, particularly during busy check-in times.
Analysis
The significance of critical abilities in hotel front office operations was highlighted by this experience. It was important to communicate effectively to comprehend the requirements of the customers and solve their issues. It was clear that offering great customer service required a cheerful disposition and a sympathetic demeanour. Moreover, managing several check-ins at once requires excellent time management (Tesone, 2010).
These observations were supported by theoretical ideas from the course materials. Strong emphasis was placed on the need to deliver excellent visitor experiences through concepts like the guest cycle and service excellence. Furthermore, when we effectively managed check-ins using the hotel's reservation system, the significance of technology in hotel management became very clear.
Conclusion
Thinking about it, I should have done a better job of controlling the expectations of my guests. Even though I couldn't always accommodate every request, I could of done a better job of communicating when a room wasn't available and providing alternatives when needed. I also could have done a better job of anticipating the demands of the guests by telling them about the hotel's facilities and nearby activities (Fallon and Rutherford, 2011).
Action Plan
Moving forward, if I encounter a similar situation in the future I will focus on the following actions:
1. Enhanced Communication: I would work on improving my communication abilities to make sure guests are educated and their needs are met effectively. This entails offering concise justifications and substitutes when necessary (Tewan, 2009).
2. Guest Engagement: To provide a more individualised experience, I would interact with customers more proactively by providing information about the hotel's features and services.
3. Problem-solving: I would work on my problem-solving skills to find creative solutions to guest requests even when room availability is limited (ASET, 2013).
4. Stress Management: I would practice stress management techniques to remain calm and composed during busy check-in periods.
Conclusion
This reflective journal has allowed me to think about my experience at the Ibis Nottingham Centre. Effective communication, customer service, time management, and teamwork are vital aspects of this task, as evidenced by my experience. Reflecting on this expereince has reinforced the importance of these tasks and how they contribute to a successful career in the hotel industry.





References:


ASET, 2013, ASET Good Practice Guide for Work-based and Placement Learning, ASET, Sheffield.
Bardi, J. (2011) Hotel Front Office Management, Wiley, London.
Corgel, JB, Sturman, MC & Verma, R. (2011) The Cornell School of Hotel Administration on Hospitality: Cutting Edge Thinking and Practice, John Wiley & Sons, Incorporated, Hoboken. 
Fallon, M. & Rutherford, D. (2011) Hotel Management and Operations, Wiley, London 
Hammer, J. (2016) Revenue superstar! The simple rules of hotel revenue management. Great Britain: Amazon. 
Solomon, M. (2018) The Heart of Hospitality. New York: SelectBooks, Inc. 
Tesone, D. (2010) Principles of management for the hospitality industry. London: Routledge. 
Tewan, J. (2009) Hotel Front Office: Operations and Management, Oxford Higher Education Press 
Williams, K, Woolliams, M & Spiro, J. (2020) Reflective writing, Macmillan International, Oxford.




	
[image: UWTSD new Logo]

Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	
	
Dear Jacqui100,

Thank you so much for taking the time to share your positive feedback about your recent stay at our Ibis Nottingham Centre. We are delighted to hear about your enjoyable experience in our hotel. 

It warms our hearts to know that you found our accommodations comfortable and our staff welcoming. Providing exceptional service and creating memorable experiences for our guests is our top priority, and we are thrilled that we succeeded in making your stay special.
We are thankful for your kind words regarding our clean and comfortable, and we will be sure to share your compliments with our dedicated team. Your feedback serves as a great source of motivation for all of us.
We look forward to welcoming you back to Ibis Nottingham Centre in the future. If there's anything more, we can do to enhance your next visit, please do not hesitate to let us know.
Thank you again for choosing us for your stay, and we hope to have the pleasure of hosting you again soon.

Kind regards,
Md Farhad Chowdhury
Guest service Manager
Ibis Nottingham Centre
Nottingham
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	Letter of complaint response 500 words +/- 10-%

	
	
Mr Ronald Federick
17 Trinity Court
Swansea
SA1 2AR
November 1st, 2023

Subject: Resolution of Your Recent Stay Concerns

Dear Ronald Federick,
I hope this letter finds you well, and I would like to extend my sincerest apologies for the less-than-satisfactory experience you experienced during your stay at our Ibis Nottingham Centre on Saturday, August 26th, 2023. Your feedback is important to us, and I would like to assure you that we take your concerns seriously.
Firstly, I deeply regret the quality of your breakfast experience on Sunday morning. Please accept our apologies for serving cold and tasteless food. This is far from our usual standard, and I assure you that our culinary team is taking immediate measures to address this issue and ensure that our guests enjoy a warm and appetizing meal to start their day.
Regarding the noise disturbance due to a neighbouring room, I understand how frustrating that must have been, and I genuinely apologize for the inconvenience caused. Our hotel is dedicated to giving every one of our visitors a tranquil and cosy stay. We intend to reassess our protocols and investigate more steps to mitigate future disruptions.
Finally, I find the sanitary problems you reported in room 205 to be abhorrent. We regret the error and find the circumstances you have described to be unacceptable. This has been brought to the attention of our cleaning staff, and we will carry out careful checks to guarantee that the highest standards of hygiene are upheld in each one of our rooms.
We value your input because it helps us identify areas for improvement, and we promise to act right away to avoid similar problems in the future. We value your input as we continue to work to improve our offerings.
I would like to extend to you a certificate for a complimentary one-night stay at our hotel as a token of our dedication to your happiness. We are doing this to show our gratitude for your input and to earn back your trust. Kindly refer to the coupon that is included with this message.
I sincerely apologise once more for any trouble you had while visiting. We value your input and work hard to make sure your next encounter with us exceeds your expectations. Please don't hesitate to get in touch with me personally to set up the required arrangements if you choose to take advantage of the complimentary stay.
We appreciate your business and the faith you have shown in us, and we eagerly await the chance to earn your continued patronage and confidence at Ibis Nottingham Centre. We appreciate your patience and allowing us the opportunity to address these problems.

Yours sincerely,
Md Farhad Chowdhury
Guest service Manager
Ibis Nottingham Centre
Nottingham 
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	During my experience at Nottingham ibis Hotel, I learnt about pre-arrival. During pre-arrival I made sure the rooms are welcoming with cookies, drinks, and welcome cards with special messages. 

The pre-arrival experience of the hotel is important because it sets the tone for the whole visitor experience. It covers all discussions and preparations done prior the visitors arrives at the hotel. This process needs to meet and exceed the expectations of the guests.

Maintaining clear and good communication with the customers is one of the important objectives of the pre-arrival stage. The important process is the booking, for which visitors have many options: booking through the hotel directly, through third-party booking services, or the hotel's website. Regardless of the booking method, the customers information and preferences should be recorded and stored. 

Personalization is vital at this stage. Fanthorne's (2004) study, tourist satisfaction may be significantly raised by personalised pre-arrival messaging. Hotels can accomplish this by providing email confirmations that contain the name of the visitor, reservation information, and any opportunity for additional services or customised requests. For example, the hotel can arrange to have a guest's preferred type of pillow available for them upon check-in if they have made that request.
During the pre-arrival phase, it is vital to give important details about the hotel and its services. Good instructions about the property, facts about parking and other transit alternatives, and information regarding check-in and check-out processes should all be provided to customers. A depth pre-arrival email or message can reduce potential stress or confusion for guests, allowing them to arrive at the hotel feeling well-informed and at ease (Johnston, Clark, and Shulver, 2012).
Real industry examples demonstrate how effective pre-arrival management can positively impact visitor’s experiences. The Marriott Bonvoy loyalty program excels in this area by leveraging guest preferences and past stay history. Based on the guest's profile, the hotel can use its system to customise guest pre-arrival communications and offer early check-in, late check-out, or upgraded rooms. For customers, such customised products provide a sense of appreciation and expectation, which promotes satisfaction and loyalty (Hospitality Net, 2023).

	
Element 2 – Arrival 


	First time a visitor interacts physically with the hotel is at the arrival stage of the guest process. This is an important opportunity for the hotel to leave a excellent impression. 

During this process, check-in procedures must be friendly and efficient. A good transition from their travel to their hotel is appreciated by customers. Staff at the front desk are important to this task. A friendly and smooth check-in process may make a big difference in the overall experience. To deliver check-ins, deliver information, and handle any urgent requests or concerns, staff members should be well-trained. Ali et al. (2020) conducted research that highlights the vital role front desk employees have in establishing a warm and effective arrival experience.
The hotel should also help with baggage and provide customers with good instructions to their rooms. Customers ought to feel welcomed. Positive arrival experiences may be created by greeting visitors by name, honouring any special requests, and making sure their room is prepared for occupancy.
Nottingham Ibis is an important example of industry excellence in the arrival stage. Providing outstanding service upon check-in is a key component of their "Ladies and Gentlemen" service concept. The personnel are taught to treat customers with sincere concern and consideration upon their arrival, transforming them from room occupants into esteemed persons. (Travel with Purpose | Hilton ESG, 2023).


	
Element 3 – Duration of stay 


	The length of stay, which is the third component of the hotel guest process, includes the full-time the customer stays on the premises. This is an important process since it is the centre of the visitor experience and includes several touchpoints that have important influence on how satisfied they are.

Hotels must provide customers with pleasant stay that meets their expectations. Offering consistent and outstanding service is important. Vallen and Vallen (2014), a guest's overall happiness and propensity to return are significantly influenced by the level of service provided.

Meeting and surpassing customer needs and expectations regularly is one approach to improve their stay experience. This helps keeping public spaces, guest rooms, and other amenities immaculate and hygienic. The maintenance of well-maintained rooms and the provision of tidy and comfortable environments for customers are dependent on the efforts of housekeeping workers (restaurantonline.co.uk, 2023).

Keeping rooms tidy, hotels can provide a range of extras and services to make visitors' stays better. The hotel can make sure that a visitor is positioned in a calmer portion of the resort, for instance, if they have expressed a desire for a quiet room.

Its vital to communicate effectively with customers during their stay. By putting in place guest communication solutions that let customers easily buy services, submit requests, and provide comments, hotels can make use of technology. (csr-marriott, 2019).


	
Element 4 – Departure 


	
	
	The departure stage of the hotel customer process marks the conclusion of the stay of the guests. Here is a crucial opportunity for the hotel to make a good impression that will last. 
During this process, smooth and effective check-out procedures are vital It should be simple and uncomplicated for visitors to make travel arrangements, pay their expenses, and return room keys. Having a front desk staff who is approachable and well-trained helps make sure that check-out goes smoothly and that visitors feel appreciated. (Wood, 2013).
Hotels may use the check-out phase to get good feedback from customers. This can be obtained from in-person conversations, follow-up emails, or surveys. Customer feedback is a great tool for ongoing development and may assist hotels in identifying their strong points and areas in need of development (Hotel Owner, 2021).

The three major priorities for hotels should be providing outstanding service, keeping the place tidy, and providing customers with customised facilities. It's possible to get input throughout the leaving period and create a good impression that will stay. Hotels may guarantee reservations. 
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Ibis Nottingham Centre  Deals About Location Reviews

Jacquiloo wrote a review Oct 2023 .
London United Kingdom « 8 contributions « 6 helpful votes

Great price, clean and comfortable.

“Solo business trip. Great price, everything
I needed for a comfortable night. Lots of local shops for food and drink.

Bed was clean and comfortable. Didn't get time for breakfast. Staff were polite
and helpful. Checking was fast. Many thanks™

Read more +

Date of stay: October 2023

This review i the subjective opinion of a Tripadvisor member and not of Tripadisor LLC. Tripadisor.
performs checks on reviews as part of our indlustry leading trust & safety standards. Read our transparency
report to learn more.
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