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[bookmark: _Toc214040452]1. Introduction
My present Level 6 placement is at Hampton by Hilton Luton which is a large upscale hotel in the United Kingdom with a high volume of guest traffic and high quality of service provision. I am currently serving in the Front Office/Reception Department where my main duties will entail guest check-in and check-out services, reception, reservations, responding to guest inquiries and assisting in the overall coordination of operations on a daily basis between the housekeeping and front office. I have been working closely with my colleagues Parnav and Zainab. My manager is Kate Salice who instructed me about the details of work arrangement and regular process. 
[bookmark: _woazhe216bna]In this reflective learning log, I am going to employ Gibbs Reflective Cycle (1988) because the steps of the cycle are structured, enabling me to explore on my experiences in a critical, clear and developmental way. This reflection is aimed at assessing the way in which my knowledge, behaviour, and confidence have changed since my Level 4 placement, and how I have been able to apply theoretical learning learned by academic modules to real practice in the workplace. In this way, I will be able to showcase my career growth and also determine my further areas of improvement.
[bookmark: _Toc214040453]2. Main Body 
[bookmark: _f2hzsi3uh7ug][bookmark: _Toc214040454]Using Gibbs’ Reflective Cycle
[bookmark: _k1j0nwx0pxik][bookmark: _Toc214040455]2.1 Description

My learning was greatly influenced by two situations in the course of my placement.
In scenario 1, there was a case of overbooking where the event manager had to deal with a busy weekend. One of the families walked in with an established reservation but the room was occupied because of an error in the system and a high occupancy rate.
Scenario 2 was when one of the guests was angry at the team because of a long queue at the check-in counter.
[bookmark: _bgrh07rrkm4a][bookmark: _Toc214040456]2.2 Feelings
In Scenario 1, I was initially anxious, as the case of overbooking directly influences the trust of guests and may rise very fast. I feared to present the family with a bad first impression. Nevertheless, I was also motivated as this gave me a chance to use the conflict-resolution skills learned at Level 4 modules such as Customer Service Management.
In Scenario 2, I was somewhat overwhelmed at the peak-time queue. The stress caused by the frustration of the guest made me realise that my communication skills were not that good to de-escalate the situation. Meanwhile, I believed that I was obligated to serve as the ambassador of Hilton brand.
[bookmark: _98484jbuh0t0][bookmark: _Toc214040457]2.3 Evaluation
The positive side of scenario 1 was that I used the service recovery strategy of the hotel under guidance of my supervisor and provided her with free drinks and made a reservation in an upgraded room. Transparency and care which were demonstrated were later appreciated by the family. This was the bad side because I was initially having difficulty in being confident to tell them about the issue.
In Scenario 2, I made sure that the guest was addressed with the seriousness of the issue, which led to a situation where I apologised and hastened the check-in of the guest. Nevertheless, I realised that I needed to be more assertive and have better queue-management strategies in time of stress (Denysenko and Yurynets, 2021). The lessons of these experiences were the necessity of emotional strength, initiative, and good operational awareness.
[bookmark: _o4fx35mpbe8o][bookmark: _Toc214040458]2.4 Analysis
The Level 4 placement provided me with the basics, yet these were scenarios where more theory had to be applied and my decision-making had to be higher in order. Two Level 4 modules were of importance:
1. Introduction to Hospitality Operations: This module made me understand how the departmental interdependence (e.g., front office and housekeeping) affects the (guest) satisfaction. In the overbooking scenario, the knowledge of operational flow allowed me to be able to coordinate well with housekeeping to enable me reserve an upgraded room.
2. Customer Service Excellence in the Hospitality Industry: This module focused on empathy, active listening, and service recovery measures (Jawabreh, 2020). The application of these principles assisted me to deal with the two situations in a professional manner.
In Scenario 1, I applied Herzberg Motivation-Hygiene Theory that indicates that service recovery is a hygiene factor which helps to counter dissatisfaction. Providing a refurbished room was a solution to the hygiene factor by regaining the confidence of the guests.
I used the aspects of the Emotional Intelligence Theory (Goleman, 1995) in Scenario 2 especially the self-regulation and social awareness. I was able to communicate calmly and empathetically by not letting the guest become agitated, since I understood her emotional state.
Secondly, the Experiential Learning Theory by Kolb (1984) is the theory about the establishment of competence through repeated exposure to practice. My daily exposure to the guests led me to shift the abstract knowledge to practical experimentation particularly handling queues and complaints (Alananzeh et al. 2023).
Competency of technology was also seen in both scenarios. OnQ is a superior property management system used in the Hilton. The Level 4 experience with Opera PMS made it easy to level up and thus cut the amount of time spent on training, as well as increase precision.
[bookmark: _j7qivjdhta7f][bookmark: _Toc214040459]2.5 Conclusion (within the model)
All the experiences made me more confident and enhanced my awareness of front office work. I was also taught how important it is to be able to communicate clearly, deal with expectations of the guests and remain calm even in a crisis. The theoretical understanding attained in previous modules was realized in this case when setting up in actual scenarios as a guest. I also identified some of the areas, which I need to keep on improving, including conflict management that should be more autonomous and assertive communication.
[bookmark: _99vi36ti2um8][bookmark: _Toc214040460]2.6 Action Plan
To avoid a similar case of overbooking in the future, I will actively monitor occupancy predictions and inform supervisors in advance to mitigate the risk. Another thing that I will do to improve my service recovery skills is by watching older employees and trying to be more sincere with the guests (Dimitrios et al. 2020).
In an attempt to control the peak time, I will consider the enhanced queue-management techniques such as welcoming the guests on arrival as a way of appreciating waiting time and better prioritization of duties.
In order to build my confidence when handling angry customers, I would like to receive additional training and regularly refer to the brand standards of Hilton. I will also proceed with developing the expertise in the OnQ system to enhance the efficiency of operations.
The implementation of the Reflective Cycle created by Gibbs helped me gain a more organized picture of my personal and professional development in the course of the placement. Division of my experiences into stages, such as descriptions, feelings, evaluation, analysis, conclusion, and action plan, allowed me to get past the stage of merely remembering what happened and, instead, explore the reasons why it happened and how it influenced my development (Haldorai, Kim and Garcia, 2022). This process has made me realise the significance of emotional regulation in working with guests who are busy as it is necessary to understand when I feel stress, feel insecure, or feel confident. 
[bookmark: _fpken09ohaw9][bookmark: _Toc214040461]3. Conclusion and Development Plan
This reflective learning log has enabled me to consider how the Level 6 placement has enhanced my professional competencies to the principles of my Level 4 experience. I have grown to have a better communication, problem solving and emotional intelligence skills through the demanding situations like overbooking management and frustration of guests during peak time. The combination of Hygiene Factors Theory offered by Herzberg, the Learning Cycle Theory suggested by Kolb, and the Emotional Intelligence Theory enhanced my perception of the behaviour of the guests and served my professional appraisal.
In the future, I understand that I need to keep on improving my confidence and assertiveness during high pressure. I would also like to improve my queue management strategies and have a better understanding of how front office systems operate.
[bookmark: _34xgihmfe6wr][bookmark: _Toc214040462]Development Goals
Goal 1: Development of conflict-management and assertive communication skills.
· Go to Hilton internal conflict-resolution workshops.
· Train de-escalation skills by role-playing with supervisors.
Goal 2: enhance operational and technological expertise.
· Entire advanced OnQ training modules.
· Shadow the Duty Manager in order to have more general understandings of what goes on in the hotel.
As I work towards these objectives, I will remain on the path of becoming an effective hospitality practitioner who has a solid front office operational experience.
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