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The study discusses the overview of operations in Ibis Nottingham Hotel with more emphasis on the administration role. The study also addresses the experience of a supervisor position in the hotel and how certain experiences played a role in personal development. The study highlights the importance of work-based skills and technical knowledge of administrative tasks in hotel administration. The research aims to reflect on the overall experience in hotel administration, explain the issues which affected the department's ability to meet goals and suggest possible solutions to address the situation. The study focuses on creating a future action plan during the experience gained in guest service operations.     
Ibis Nottingham Hotel is situated in Nottingham's historic lace market area in the UK. This is a budget-friendly option which caters for the needs of visitors. It is a central location which provides shopping, and it has shops, bars, and restaurants within walking distance. The Hotel provides rooms where many facilities are available such as bedrooms with flat-screen TVs, and workspace and fulfils the guest amenities by providing Wi-Fi, serving breakfast options with suitable parking options (Ibis Nottingham, 2024). By working in this hotel, people can gain experience in various operations and customer service in hotels and hone various skills such as communication skills, interpersonal skills, etc.
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The experience of working in Ibis Nottingham Hotel can be an incredible experience as it helps to develop communication skills, implement business processes and use technology to serve customers. It enables me to enhance my proficiency level in communicating with customers (Carlisle et al., 2023). The experience of working in this hotel helped me to develop teamwork as there is a need for competencies and abilities to get outcomes. It enables me to develop problem-solving skills through discussion and cooperation in a team. It enhances the service performance by listening to the customers and being able to help customers when needed (Jawabreh et al., 2020). Placement and work experience enhance my prioritizing skills which will help in managing tasks and interacting with experts will impact on service skills.  Throughout the academic journey, it provides effective communication skills which will help in communicating with staff and guests through verbal and written skills (Jawabreh et al., 2020). 
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Administration work helps me develop team management skills which also enhance collaboration skills and prepare me to maintain professional and ethical standards at work. Multiple tasks during work help me in developing organizing skills, and interpersonal which are crucial for task management ((Jawabreh et al., 2020). Critical thinking and problem-solving skills help me to navigate unexpected challenges and prepare me to address guests' concerns and find solutions. 
Work-based skills help me develop active listening skills and develop the ability to delegate tasks and collaborate with team members to achieve a common goal (Fu et al., 2020). Task Management ensures my self-competence abilities, developing my leadership skills which will help me to work under pressure and adjust according to the situations. Soft skills help me deliver effective customer service and prepare to address the guest's concerns to exceed expectations.  
It helps me to refine my professional communication style and helps me in understanding of importance of teamwork which ensures effective service to the guests (Fu et al., 2020). Task management keeps me working according to the schedule and administrative tasks. It also enhances my adaptability and uses technology to enhance customer service and operate efficiently. Technical knowledge allows me to perform tasks and procedures which adhere to regulations. 
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Kolb's learning cycle states that people's learning styles are based on experiences due to which people explore new ways which leads to ideas formation and conversion into action (Wijnen-Meije et al., 2022). The situation I encountered while managing hotel administration was a miscommunication between departments due to which customers experienced late service and the analysis of experience is by using Kolb's learning cycle. The model passes through 4 stages:
Concrete experience - In this stage, learners show involvement with others based on situations (Wijnen-Meije et al., 2022). Due to miscommunication, guests received late meal delivery due to which guests show frustration to workers in delaying the service.
Reflective observation – In this situation, people understand the situation and observe others and do not take any action (Wijnen-Meije et al., 2022). This happens because of listening, perceiving the wrong statement and writing incorrectly due to guests delivering late service.  
Abstract Observation - This stage is used to solve problems or issues by using ideas or logical approaches (Wijnen-Meije et al., 2022). The situation is addressed by adopting systematic communication protocols and ensuring effective communication in the app regarding guest requests and other procedures for smooth and efficient execution of the processes.
Active Experimentation – This stage is used to bring changes in ideas and make modified ideas by experimenting with situations to test which works most efficiently (Wijnen-Meije et al., 2022). We should ensure efficient communication and timely accept the customer's request. Requests should be handled promptly by using shared online platforms or apps to ensure the correct implementation of guest requests.


Possible solutions to the issues by using relevant models
Herzberg's two-factor theory and Kanban’s methods can be adopted to address the issues and develop solutions to prevent from dissatisfaction (Peramatzis and Galanakis, 2022). Herzberg's two-factor theory is used to address problems which create dissatisfaction such as a clean environment, and amenities in hotel settings which enhance guest satisfaction. Kanban’s Method helps in managing and improving the workflow systems which ensures the progress and changes in the processes such as addressing, maintenance issues, prioritizing tasks and ways to enhance customer satisfaction (Ekström, 2024).
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[bookmark: _Toc166959431][bookmark: _Toc166960184][bookmark: _Toc167117360]My Future Action plan after working in guest service operations which contribute to my professional growth. 
Areas of improvement in work-based and Technical Skills are:
	Objectives 
	Task
	Success Criteria
	Time Frame

	Communication Skills
	It can be addressed by enhancing active listening skills by participating in communication and enrolling in workshops (Marneros et al., 2020).
	I can communicate clearly with confidence and clarity and show improvement in listening skills.
	6 months 

	Teamwork
	To enhance my teamwork, I consider volunteering activities and collaborating with colleagues to enhance my problem-solving skills which also improve my communication skills (Ali et al., 2021).

	I have clear and open communication to collaborate effectively with team members.
	 12 months

	Task Management
	I will improve my Task Management by creating a list of tasks which is important and setting realistic and achievable deadlines (McGunagle and Zizka, 2020).

	I am accountable for my tasks and goals and focus on completing the tasks according to schedule. 
	  12 months 

	Personal Skills
	To improve my skills, I developed emotional intelligence and adapted techniques such as meditation to improve my sociability (McGunagle and Zizka, 2020). 
.
	I develop qualities such as adaptability and resilience to tackle challenging situations.
	 6 months 

	Guest Services
	For Guest Services, I will improve my overall industry knowledge, and in-depth knowledge of offerings to address the customer needs and their concerns (Jawabrehet al., 2020). I will also consider the hotel operations knowledge and learn best practices from the senior members to enhance customer satisfaction. 
	 I developed industry knowledge and developed skills such as communication, empathy and technical knowledge needed to enhance guest satisfaction.
	 8 months 
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The findings show that the hotel operations management strategy and the essential skills required for efficient customer service enhance customer satisfaction and ensure smooth operations of the management. Experience helps me in improvement and growth and ensures personal as well as professional growth. Work-based skills and technical skills play a critical role in managing operations and provide specialized knowledge and skills which attempt to achieve professional growth. 
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