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Student Learning Log: Shadowing a Supervisory Position at IBIS Cambridge Hotel
Brief Overview of the Chosen Department
	The department that I have chosen for this reflection is the reception/front office of the Ibis Cambridge Hotel. This department is significant since the first point of contact between the firm and the customer is this department, which entails responsibilities such as registration of guests, providing keys, booking, answering queries from guests, and attending to complaints. It assists in improving guest satisfaction through proper communication, workload management, and delivering high-quality client services.
Reference to the Model of Reflection
	For this reflection, I will use Gibbs' Reflective Cycle, which includes six stages: structures of the description, feelings, evaluation, analysis, conclusion, and the action plan (Adeani et al., 2020). This model will help me in assessing the learning experience and the acquisition of work-related skills within this context.
Placement Learning Objectives within the Department
· Improve the knowledge of reception/front office.
· Acquire good communication and customer service skills.
· Understand the principles of task management that are most relevant for the guest services.
· Enhance the team and leadership skills.
· Learn how to effectively manage and resolve various guest concerns and situations in this regard.
Section 1: Reflection on Experience and Personal Development
	The practical experience that I gained while shadowing a supervisory position in the reception/front office at IBIS Cambridge Hotel gave me a clear understanding of the issues related to managing guests’ services. From the supervisor, one was able to see the aspect of having to do many things at the same time, making decisions, and remaining as calm as a cucumber, especially when things get hectic. This was particularly evident in the communication aspect, where the supervisor had to engage with guests and other members of staff to coordinate activities and maintain order and efficiency.
	This shadowing experience helped me immensely in identifying the key competencies and knowledge that are crucial for effective performance in guest services. The key features, such as communication skills, both spoken and unspoken, played a significant role in addressing guests’ concerns and their satisfaction. Also, the applicability of the hotel property management system (PMS) was seen to have been well applied when it came to handling reservations, check-in, and check-out services (Dyshkantiuk et al., 2020). From my past work experience and my educational background, I have built some background knowledge about guest services. Nevertheless, this placement helped me to apply theoretical concepts in practice and made me better appreciate the complexity of the hotel business. The previous positions offered insight into many areas of the hospitality industry. However, this specific position in the reception/front office allowed for the observation of the significance of task orientation, teamwork, and individual competence in the delivery of quality guest services (Koh & Hassim, 2021).
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
	It is essential to recognise the significance of practical experience and technical knowledge within the functions of guest service works. Again, it is crucial to communicate, solve problems, and organise work in a way that helps meet the needs of guests and provide high-quality service (Cahyadi et al., 2024). These skills assist the staff in speaking to the guests, addressing their concerns, and carrying out their activities in the course of the day. It is essential to know the technical part of the job, especially the aspect of handling the Property Management System (PMS), whereby there is an ease in checking in and checking out, as well as the reservation (Laudon & Laudon, 2017).
While shadowing, I was able to witness the practical application of these competencies in practice. The supervisor also showcased impressive interpersonal and critical thinking skills in addressing guests’ concerns (Gupta et al., 2015). Their listening skills to attend to the problems raised by the guest and their flexibility to understand the guest’s problems and come up with a solution to solving the problems were vital in addressing the concerns raised by the guests. This meant that good interpersonal communication and interpersonal skills are essential in guest service operations (Hargie, 2021).
One incident that I can recall was when a guest complained that they were given a room that they did not prefer. The supervisor responded to the complaint in a very polite and professional manner while providing technical insight into the room and upgrades. Through the knowledge they had of the PMS and good communication skills, they were able to satisfactorily solve the situation by offering the client an upgraded room. This example reveals that work experience and knowledge contribute to achieving positive results in the work (Kelly, 2018). It underlined the fact that though technical know-how is a critical factor for carrying out tasks, the capacity to express oneself and to handle issues is equally vital for the satisfaction of guests and the achievement of service excellence.
Section 3: Reflection on Organisational Issues
One experience that could be mentioned is a technical issue that affected the check-in process and caused delays. This issue affected the department’s operations, which generated complaints from the guests and increased waiting times. The supervisor displayed efficient crisis management, which was epitomised by clear communication with guests, provision of refreshments, and manual processing of check-ins. In this regard, it is suggested that in the future, the organisation should consider undertaking systematic checks on the system and train its employees on the use of manual workarounds. According to Deshwal and Ali (2020), supporting the situational leadership theory, which suggests that leadership styles are relative to the situation, the supervisor is justified in using a directive approach to manage the system glitch while adopting a supportive style to calm the guests.
Section 4: Future Action Plan
In my experience, I determined some recommendations for improvement. More frequent training in the use of the Property Management System (PMS) and other technical tools can significantly boost organisational effectiveness (Karthika & Senthilraja, 2020). Improved communication skills in workshops and role plays will enable me to raise the level of my guest and colleague relations, thus improving customer service. Moreover, the identification of the proper ways of task sequencing and time management results in the provision of better-quality services to the guests as tasks are appropriately addressed most efficiently (Kijpoonphol & Linh, 2021). These strategies are in consonance with my personal and vocational development plan as it aims to improve the essential skills that are vital for a rewarding career in the hospitality industry. These areas will help in my continuous development and prepare me to assume leadership positions in the future. I am enhancing my skills in these areas, and in doing so, I am positioning myself to handle more challenging tasks and roles in guest service operations.
Conclusion
The shadowing experience in the reception/front office of the IBIS Cambridge Hotel was helpful in enhancing my skills and knowledge of work-based skills, technical skills, and guest service standards. Using the model of Gibbs’ Reflective Cycle helped me to describe and critique this experience in more detail and to consider its implications for my personal and professional growth (Markkanen et al., 2020). From this experience, I learned that communication, critical thinking skills, and technical competencies are crucial in delivering excellent guest service. This self-assessment exercise was beneficial in pointing out where more effort is needed, for instance, in mastering technical knowledge, improving communications, and planning work more effectively. It will help me to create my vision of future actions, which is to develop myself and improve my skills for a further successful career in the hospitality area. This would enable me to be well-equipped to take up supervisory positions and be in an excellent position to enhance the provision of quality services, hence fostering my career growth in the hospitality industry.
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