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[bookmark: _Toc197335949]Part 1: Reflective Writing 
Self-reflection is one of the most useful processes for personal development and learning. It enables individuals to understand gaps in their skills and experience, serving as a motivating factor to improve those limitations once identified through personal reflection (Cecilia, Chan & Lee,2021). Despite these benefits, I found it difficult to reflect on the placement activities I undertook at the Novotel Hotel.
To overcome these challenges, I applied Gibbs' Reflective Model. This model is widely used by students and academics due to its simplicity and step-by-step guidance, which enables full-scale reflection on an incident. The model consists of six stages, which are presented below in Figure 1.
Figure 1. Gibbs reflective model
[image: gibbs reflective cycle]
Source: (Adopted from McLeod,2024).
[bookmark: _Toc197335950]1. Description
During my placement at the Novotel Hotel in Cardiff from 14th January to 30th April 2025, I completed 190 hours, averaging around 16 hours per week. Although I worked across multiple departments including Food & Beverage (F&B), housekeeping, and maintenance, this reflection focuses on my experience within the Hotel Administration and Front Office (HAFO) department.
In the front office, my main responsibility was observing the front desk operations. The team used an operating system called Opera, which handled tasks such as room allocation, status updates, and check-in, check-out management. I was not permitted to use the software directly, as each employee had their own login, and sharing credentials was understandably prohibited to prevent mistakes.
Although my role was limited to observation, I spent time learning the various functions of the software by watching staff navigate the system. I observed how they allocated rooms, checked room statuses, and updated guest records. I also witnessed how the front desk staff interacted with guests and managed bookings. This allowed me to understand the flow of front office operations, even if I was not directly involved in performing tasks like handling reservations or guest complaints.
[bookmark: _Toc197335951]2. Feelings
Initially, I was curious and enthusiastic about the opportunity to work in the front office. I looked forward to gaining hands on experience and learning how the department functioned on a day-to-day basis. However, I began to feel disappointed when I realised that I would not be allowed to operate the system or carry out administrative tasks myself.
Although I understood the reasons behind the restrictions, I felt somewhat excluded from the learning process. I became aware of how limited my involvement would be, and this led to some frustration. I found this experience to be highly consistent with the findings of Andalib et al. (2013), who identified that a significant level of frustration among hotel employees in Malaysia stemmed from a lack of involvement in tasks during the initial stages of training, where trainees often feel left out. However, despite this experience, I remained observant and tried to absorb as much as possible by watching and listening closely to how the staff managed their tasks.
There were also moments when I felt overwhelmed by how fast paced and demanding the environment was. I noticed that staff members were often under pressure and lacked the time to explain processes or answer questions. This affected my confidence, as I felt unsure about how much I was truly learning. This situation also aligns with Afsouran (2018), who pointed out that in-house training can often cause inconvenience due to staff workload and lack of time to train trainees, leading to frustration for both staff members and the trainees. Nonetheless, I tried to stay positive and motivated, using every opportunity to understand how front office operations were managed.
[bookmark: _Toc197335952]3. Evaluation
One of the positive aspects of my front office experience was the opportunity to observe a professional environment that involved real-time interaction with guests and the use of specialised software. Even though I could not operate the system, observing its use helped me become familiar with its structure and features.
Another strength was the chance to witness guest service and communication in action. I learned how staff handled queries, updated room statuses, and coordinated with other departments like housekeeping. These observations gave me a broader understanding of the importance of accurate communication and organisation in front office work.
On the negative side, I did not receive any direct training or practical involvement. I was unable to carry out any administrative tasks or experience the pressure of working on the system myself. This made it difficult for me to develop practical skills or receive feedback on my performance.
In addition, there seemed to be a lack of coordination within the department. Staff appeared overwhelmed, and communication among team members was sometimes poor. This created a stressful environment and limited my ability to engage meaningfully with the team.
[bookmark: _Toc197335953]4. Analysis
The challenges I experienced were largely due to a lack of structured training and a limited approach to involving trainees in practical work. The use of individual logins for Opera is understandable for accountability and data security, but the absence of a training account or supervised practice limited my learning opportunity. This raise question of how then tacit knowledge would be passed among employee where knowledge sharing require in the job training. This question align with Afsouran, (2018), where the author exclusively pointed out that tacit knowledge are to be trained on the job where employee learn from cording and observing others and putting such into practice. The situation that I was in does not therefore resonate with the view of Afsouran(2018).
From a theoretical perspective, customer relationship management (CRM) plays a key role in front office operations. The software used supports CRM by keeping records of guest preferences, histories, and interactions. Observing the staff use Opera helped me understand how technology supports personalised service and improves operational efficiency.
However, poor internal communication and staff shortages affected the smooth running of the department. In the context of front office work, I refer to Deshpande et al. (2024), where the authors suggest, in line with hospitality operations theory, that effective front desk service requires coordination between departments, time management, and clear delegation of tasks. In this case, these elements were often missing, which negatively impacted both the staff experience and my own learning as a trainee.
Furthermore, guest interaction is a crucial aspect of HAFO roles. I was able to observe how staff dealt with various guest needs and managed expectations. This gave me insight into the importance of active listening, empathy, and problem solving, even though I could not engage with guests directly myself.
[bookmark: _Toc197335954]5. Conclusion
From this experience, I have gained a clearer understanding of the demands and structure of the front office department. I have learned the importance of administrative systems like Opera in managing bookings and room statuses, and how they support day-to-day operations.
Although, I was not given hands on responsibilities, I learned by observing how communication, time management, and coordination are vital to providing a good guest experience. I have also realised the impact that poor leadership and staff shortages can have on both service delivery and the learning environment for trainees.
The placement highlighted the gap between theory and practice, showing how challenging it can be to implement ideal processes in a real-world context, especially when resources are stretched.
[bookmark: _Toc197335955]6. Action Plan
If I have to take similar placement activities and role,  I shall take such with the following aims: 
· Request more structured training
I would consult with management and request access to the operating system using a trainee login that is valid for the duration of the placement.
· Improve personal observation skills
I would be more attentive in observing tasks being carried out on the job. I would take notes while watching others perform activities and ask questions to staff members to gain a better understanding of each task.
· Develop communication skills
I would work on improving both my verbal and emotional communication skills to interact more effectively with staff members. This would help me build rapport and encourage more frequent interaction and support during the training period. According to Afsouran (2018), communication skills can help overcome challenges during on-the-job training.
· Manage my time more efficiently
I would plan my time better by engaging in advance reading about the tasks I am expected to perform on a given day. I would also make use of the training manual to stay up to date with the placement activities.
· Improve personal capacity to engage
I would also practice engaging more proactively with staff members and seek out short tasks or small responsibilities, even if they are not system-based, in order to remain involved and contribute meaningfully to the team.
[bookmark: _Toc197335956]Part 2: Hotel Tutor Feedback
Marufur has shown dedication and a positive attitude throughout his time in the Front Office department. Although he is still in the process of mastering key systems like OPERA, he has displayed a willingness to learn and a proactive approach to developing his skills.
During check-in and check-out procedures, Marufur handled guest interactions with politeness and professionalism, ensuring guests felt welcome even as he continues to improve his proficiency with the system. His ability to handle guest inquiries has been effective, demonstrating an understanding and patience in assisting with various requests. While he has not yet encountered any guest complaints, his polite and empathetic demeanour suggests that he would handle such situations with professionalism if they arise.
In terms of technology, Marufur is still learning the reservation and billing systems, but his enthusiasm to understand these tools is evident, and with more practice, he is expected to gain proficiency quickly.
Overall, Marufur is on the right path in terms of skill development and is showing solid progress in his understanding of Front Office operations. With continued practice and support, he will become more confident and efficient in handling the demands of the role.
Full Name: Huzaifa Saad
Position in the Hotel: F&B Manager
Date: 02/05/2025



[bookmark: _Toc197335957]Part 3: Academic Tutor Feedback
· Time Management
Maruf demonstrated a strong and proactive approach to time management throughout his placement. Despite facing a considerable commute, he made an effort to complete his hours quickly and was ahead of schedule within the first two weeks. While this initiative was admirable, it was important for Maruf to pace his experience across the full placement period to fully benefit from all learning opportunities. After this was discussed, he adapted well, maintaining a steady attendance and fulfilling the required weekly hours and overall placement expectations.
From a tutor's perspective, Maruf was reliable in attending scheduled online meetings, where he was usually punctual and prepared. He showed a clear understanding of the placement tasks and requirements outlined in the handbook. His communication through emails and messages was timely and professional, reflecting good organisational skills. 
However, Maruf has not yet submitted a draft of his written work; taking advantage of the opportunity for feedback could help strengthen the quality of his final submission.
At the hotel, Maruf completed his assigned tasks in Housekeeping, Front Office, and Food & Beverage within the expected timeframes and to a satisfactory standard.
· Communication 
Maruf communicated in a clear and professional manner throughout his placement. During regular online meetings and email correspondence, he remained polite, respectful, and responsive. He was able to express his ideas and concerns thoughtfully when necessary and was open to receiving feedback and advice.
At the hotel, Maruf’s communication style was friendly and engaging. He showed confidence when learning new areas of the hotel. Maruf did appear to be moving through the process to complete it, rather than to gain the most out of this opportunity. This was commented by the hotel. The restaurant area is Maruf’s comfort zone and as such they are not sure that he gained a lot from this time. Maruf could identify his goals after the course and align these with the level 6 placement to gain the most from this and make sure he is not just working through the process.
· Behaviour
Maruf consistently maintained a professional and respectful approach throughout his placement. He adapted well across different departments, worked effectively with both staff and peers, and followed instructions carefully.
During tutor meetings, Maruf showed a positive attitude and a willingness to learn. While he did ask some questions during these sessions, they could have been more detailed and focused. In future, preparing more thoroughly for discussions and asking specific clarifying questions would support both his immediate learning and the quality of his assignment work.
For upcoming placements, Maruf would benefit from taking greater initiative, fully committing to the broader learning experience, and actively seeking out additional development opportunities. This approach will help him continue building confidence and developing stronger leadership capabilities.
· Problem-Solving
Maruf demonstrated good early problem-solving abilities during his placement. He was proactive in asking for clarification when needed and showed sound judgement when addressing tasks such as guest inquiries.
In our discussions, Maruf displayed self-awareness in recognising challenges and was open to feedback, using it constructively to improve his performance.
Looking ahead, further developing his initiative in unfamiliar situations, such as offering solutions independently or stepping forward without direction, will help strengthen his professional skills. Maruf is encouraged to take confidence from his successful placement experience and apply these lessons to enhance his performance during the Level 6 placement.
Tutor: Daniel Payne
Signature: Daniel Payne
Date: 25th April 2025

[bookmark: _Toc197335958]Part 4: Reflection on Hotel and Academic Tutor Feedback
[bookmark: _Toc197335959]4.1. Introduction
This part presents reflaction on the feedback that is received from both hotel mentor and academic tutor regarding my performance during the placement at the Novotel Hotel in Cardiff central. This part mainly focus within the Hotel administration specifically on front office department. According to Burgess, A. (2020), feedback is an important tool to develop a person skills, capacity for academic and professional advancement. With the critical analysis of feedback from both hotel mentor and my tutor, this part of the portfolio aims to identify the area that was good and the area need improvement for  future growth of both my academic and professional growth mainly seeking employment in hospitality administration. 
[bookmark: _Toc197335960]4.2. Understanding the Feedback
In term of understanding of feedback from both my placement mentor and tutor, I have found that my placement mentor has provided highly positive feedback. For instance, he was happy about my dedication, positive demeanour and eagerness to learn the OPERA software that the hotel front desk use. He further commented on my professional behaviour during dealing with guest. He was happy with my level of patient and politeness during customer complaint. Good comment is also made on my observational skills to learn reservation system, and customer billing method. I have found the feedback has indicated a good progress during my placement and highlighted me being in right path with development of my skills at the administration prominently at the front office. 
My academic tutor has also offered feedback on broader context of my placement. Tutor feedback incorporated my performance on time management, communication, attitude and skills for problem solving. Tutor highlighted that in term of  managing time, I was proactive and overall found me a punctual person. He has also pointed out positive elements in my communication skills with emails and in person communication and politeness. However, there were number of area that he mentioned are  essential skills or admin works and these are my absent of draft submission of work. This shows not very serious of tasks. Then he pointed out my lack of attention to details in some matters as well as poor problem solving skills and self-awareness need further improvement. 
Taking feedback from both my tutor and mentor, a common theme that I find is  positive attitude, wiliness to learn and professionalism in my dealing with customers. Moreover, both of them acknowledge my good dedication to learn. My academic tutor feedback was more critical that offered more learning opportunity and hotel mentor has largely appreciated  the good works at the admin while indicating some areas to improve. Overall, both feedback is good to improve personal skills further. 
[bookmark: _Toc197335961]2. Impact of the Feedback
While talking about the impact of feedback from the admin placement at the front desk of Novotel, I can say that feedback has significantly helped me to understand my area of strength and limitations. The feedback has specifically helped me to understand my capacity to support administrative tasks in hotel. For instance, the mentor has mention I have manged to handle pressure and showed good intention to learn the OPERA system and my dementor was good for dealing with customers and colleagues. This is consistent with the suggestion of Boselie, Van, & Veld (2021), that good rapport with colleagues are important for efficiency in administrative tasks and learning of tasks. The feedback has also help me to understand the significance of building rapport and maintaining good interaction with both gust and colleague to achieve administrative efficiency. 
During the placement I have overserve various tasks. One of the task was check out and check in process at the hotel and handling guest equerries. Although, I did not deal with check in or check out services and customer interaction for such purpose, hotel mentor’s comment of me being helpful while showing patient and politeness has given me an understanding of significance of personal resistance as well as good attributes in dealing with customers. I find this very encouraging as  well as I feel the value of good interpersonal skills. 
My tutor highlighted my time management skills, attention to details as well as my focus on process rather than task improvement has helped me to realise the importance of balancing efficiency that can help to maximise one learning opportunities during a training period. I find tutor comment consistent with the Claessens, Eerde &  Rutte (2007), where authors have pointed out that in learning environment attention to details, observation as well as time management are key skills to maximize learning. Moreover, the feedback to specific experiences, the observation of front desk staff using Opera, even without direct access, also aligned with the hotel tutor's comment on my enthusiasm to understand the systems. 
This observation was my way of attempting to grasp the operational flow, despite the limitations. The academic tutor’s observation about focusing on completing the process rather than gaining the most aligns with my internal reflection on feeling excluded due to the lack of direct system access. This feedback, therefore, has prompted me to reconsider my approach to learning in situations where hands-on experience is limited while emphasising the need for more proactive observation and questioning.
I can say that the feedback has largely reshaped my understanding of personal and professional growth in administrative tasks. I have learned the significance of dealing with immediate problem, I have learned the value of being patient and professional when dealing with both customers and colleagues. I have also realised the power of observational learning as well as realised that it is important to take own initiative to learn in certain situation. Overall, my critical thinking, problem solving skills has improved more than before with the feedback. 
[bookmark: _Toc197335962]3. Action Steps for Growth
Having considered the feedback and my understanding of the limitation that I still have, I shall carry out number of specific action in order to improve my limitation for professional and academic development. 
	What I want to learn ?
	Skills that I need to improve 
	How shall I do this ?
	Resource available and resource/support that I need 
	Allocated timeline 

	Improve personal understanding of administrative system 
	Software that hotel use in front desk 
	I will research and learn the types of software that hotels use in front desk
I shall take a course on software that is mostly use in hotel 
	Online course
Support from my hotel mentor for recommendation 
 
	12 month time 

	Observational skills 
	Improve conversational skills, note taking and critical thinking 
	I will practice observation at my work place, practice note taking and practice problem solving on regular basis 
	Permission from my manager 
Note pad 
Allocated time to practice observation 
	6 month time 

	Communication with others 
	Effective interaction with others, 
Professional language use,
Improve writing communication 
	I shall enrol on a short course for communication development online and improve these skills 
	Availability of online course 
Time to allocate for the course 
Support from my supervisor at work to assign time to learn 
	6 month time 

	Planning and organising with time management 
	Planning and organisational skills 
Manage time effectively 
	Take responsibilities at current workplace to organise small scale tasks,
Overserve managers and learn how they manage task with allocated time 
	Own initiative to learn 
Ask management to support my learning during their tasks and activities 
	12 months 




[bookmark: _Toc197335963]Conclusion
The placement at the Novotel Hotel was an excellent opportunity to grasp the skills and knowledge from practical work environment. The placement at the administrative area which in this case was at the Front desk was limited due to nature of work and poor level of coordination within the department. The feedback that I have received from the mentor is highly positive, which lack critical elements of my work at the front desk and thus this portfolio has not fully incorporated realistic outcome of the placement. My mentor is a F&B manager and has no knowledge of front desk work and I assumed this kept him cautious of not being very critical in the area. Nevertheless, my tutor overall feedback has been great with critical analysis of my skills and capacity. I am highly committed to use this learning  for improving my future professional and academic career. 
[bookmark: _Toc197335964]Part 5: Presentation on Placement Experience 
As the presentation is cross module presentation, I have presented the part that I have prepared for this portfolio. The full presentation is available through the submission portal as well as it will be presented in person on the allocated date. 
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[bookmark: _Toc197335965]Part 6: Questions and Answers Based on the Presentation
Questions on the placement and presentation is invited during the live presentation on Thursday, 15th May.
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Introduction

©

| Today, | am pleased to have the opportunity to present my placement experience at the Hotel

[©)

& My placement mentor was Huzaifa Saad (F&B Manager at the Novotel Hotel)

&
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@ You are more than welcome to ask any question at the end of this presentation
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The Novotel hotel in Cardiff Central

The Novotel Hotel in Cardiff Central is a family friendly 4star hotel

The hotel is owned by the Accor Group, and it was built in 2009

The hotel has 138 bedrooms with specious lobby, beautiful F&B Outlets, meeting room
facilities, indoor and outdoor pools, fitness centers

The hotel has a relaxing atmosphere emanating from and friendly staff lead by cfficient and
experience management team

The hotel is lead by its general manager and a team of five departmental mangers including
F&B, Frond office, Housekeeping, Maintenance department

There are approximately 100 employees at the Hote
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Insights from the Front Desk

1 also undertook placement at front desk
The Front Desk provided a challenging but valuable
observational experience.

As per the placement at front desk, | have gained

exposure to the hotel's operating system: Opera.
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= At this department, | have gained a clear understanding of the
Front Desk's central role in guest interaction and hotel
operations.

= I have also experienced limitations in hands-on system use due
to security protocols, emphasising the value of dedicated
training.

= These experiences reinforced the importance of communication,
problem-solving, and the need for practical application in future
roles to fully leverage observed knowledge
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= I have realised that Front desk is an important area of hotel where
customers get their first impression through interaction with employee

= This area can be very busy and require high level of technical skills

= Customers mostly comes to front desk with their complaints for every
areas during their stay

* I have also leamed that front desk working require stress free mind
and friendly attitudes at all time

= Front desk work require continued learning as well as good
communication with other departments to deal with issues facing
customers
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= At this presentation | have summarised my experiences at the Novotel Hotel placement

= Based on my placement, | can say that placement has change my perception of hotel
busienss mainly in administrative activities

= I have learned many new things from front office including some knowledge of the OPERA
system

= I have realised that hospitality work is highly demanding often run to unsocial hours

= I have learned front office work require planning and skills to operates tools

= Front office and room services has high level of conidiation and need overall communication

to ensure customers are service effectively
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