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At the present time, I am on Level 6 placement at the hotel, where I am placed in the front office department as a Front Desk Associate. Some of my duties in this position will include assisting moments of check-ins and outs of guests, reservations, answering enquiries and facilitating harmonious liaison with the rest of the operations departments. This positioning has enabled me to acquire both an empirical skill in administration as well as an insight into front office operation and expectations of guest service. To this end, the Reflective Cycle (1988) by Gibbs will be utilised in this learning log since it offers an organised and efficient way of analysing my experiences in the workplace. This reflection will assist me in critically examining my progress and how my academic training has been applied to practice, and also where I need to improve further in hotel administration.
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Figure 1: “Gibbs Reflective Cycle”
(Source: BiteSize Learning, 2025)
I have used Gibbs Reflective Cycle (1988) to reflect on two key experiences in my front office placement and illustrate how my experiences have influenced my professional growth since Level 4. The six stages of the Gibbs Reflective Cycle are description, feelings, evaluation, analysis, conclusion, and action plan (Praveena et al., 2025). It helps me to have a better and more structured reflection on my learning in the section of hotel management.
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Description
There was a difficult situation when two clients entered the hotel with a confirmed reservation to stay in the same room because of a mistake in the reservation. There was only a single room that was not occupied, and the second visitor had no accommodation at the moment. Being the receptionist that was on duty, it was my role to clarify the mistake, make partner hotel reservations, secure them another place to stay, and manage guest dissatisfaction professionally.
Feelings
I was at first overwhelmed since the guests were understandably frustrated. This scenario demanded that I be at the forefront, as compared to Level 4, where I mostly watched such incidents occur. I was pressured but also committed to finding the solution to the problem without further aggravating the situation.
Evaluation
The positive aspects were my effective communication, relaxed tone of voice, and the potential to negotiate a walk-out compromise. The customers loved the compensation and honesty provided (Sufi, Ranga and Ranga, 2023). But the bad part was that I had no idea about the mistake before, and that made me understand the necessity to review the PMS system more attentively when it is involved in the period of the surge.
Analysis
This scenario gave me an opportunity to use the Level 4 Introduction to Hospitality Operations module knowledge, especially on service recovery and frontline communication. The SERVQUAL model strengthened the idea of assurance and responsiveness in enhancing trust in instances of service failures (Ali et al., 2021). More concepts I drew upon include the errors in service costing taught in the Hotel Management Accounting service. The losses to be paid illustrated the consequences of errors in service costing.  In the comparison of my Level 4 and Level 6 answers, I observed that I have significantly grown in the areas of autonomy, problem-solving, and making decisions.
Conclusion
I understood that accuracy of the system, proactive checks and open communication are crucial. The experience boosted my confidence in conflict management and taught me how to balance between guest satisfaction and operational viability.
Action Plan
To improve further, I will:
· Triple-check the reservations during the high-demand shifts.
· Build greater proficiency in the PMS under the supervisor-led training.
· Look through the service recovery policies regularly to make fast decisions (Ampong et al., 2020).
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Description
In the other scenario, a visitor came early, anticipating that a room was ready because he had made a special request. Delays in housekeeping were an indication that the room was still being readied (Chen, Wang and Zhang, 2022). The customer became angry and wanted solutions right away. I had given a free beverage, kept the client constantly updated, and even requested housekeeping to prioritise the room.
Feelings
Initially, the tone of the guest was direct, and thus, I was feeling some tight pressure. I sympathised as well because the expectations they had were not fulfilled. As compared to Level 4, when my communication was supervisor-directed, I was now required to take the entire responsibility of managing emotions and working out the issue.
Evaluation
My management of the situation was good. The guest was pleased with the updates and subsequently told me he was grateful that I was a listening host. It was a disadvantage since I had not ensured the readiness status of rooms early enough, and therefore, the surprise would have been prevented.
Analysis
This situation was a manifestation of reflection-in-action as outlined by Schoen, in which I modified myself immediately depending on the reaction of the guests. I applied the methods of the Level 4 Business Skills in Hospitality module, such as active listening and emotion management. Additionally, the Two-Factor Theory by Herzberg helped to minimise dissatisfaction by focusing on hygiene factors, including delays, uncertainty, as well as incorporating motivators like personalised attention and free service (MVN, 2024). The experience was also related to Level 4 Organisational Behaviour, which emphasises the value of teamwork and communication between departments. The coordination with housekeeping helped to understand the effect of shared responsibility on the guest experience and the operational flow.
Conclusion
I also got to understand that it is important to engage in proactive communication with the housekeeping, particularly when the house is fully occupied. The scenario enhanced my self-confidence, emotional intelligence and expectation management skills at work.
Action Plan
To continue improving, I will:
· Prepare the check rooms in advance every morning.
· Enhance interdepartmental communication by participating in briefings regularly.
· Learn to be confident in receiving and handling guest complaints by shadowing senior employees (Hornsby and Hornsby, 2022).
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Considering these two scenarios, it becomes evident that I have made substantial advancements in communication, problem-solving, and professional judgment. At Level 4, my contribution was primarily observational; at this stage, I can independently handle complex guest issues, use theories in practice, and exhibit better leadership behaviour. With the help of the Gibbs model, I will be capable of identifying the role of obstacles that I have encountered throughout my development process and the direct influence of academic education on work performance.
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This reflection based on the Gibbs model has helped me reveal that I have made some significant development in my communication, problem-solving, and confidence in managing front office challenges. Both cases showed that my Level 4 learning served as a good foundation, and Level 6 responsibilities demanded more independence, professional judgement, and practice of theory in practice. I identified the strengths of service recovery, collaboration, and interaction with the guests, and there were also areas where improvement claims should be implemented, specifically, proactive planning, system accuracy, and assertiveness in high-pressure conditions.
In the future, my initial development objective is to enhance my technical proficiency in PMS and reservation systems by undertaking specific training to reduce the number of administrative errors. The second objective I would like to achieve is to improve my leadership and conflict-management proficiencies through shadowing more experienced members of the team and taking short professional classes. These objectives will enhance my further development in the hotel management.
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