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Introduction
Morgans Hotel Swansea is an independent boutique hotel that has won the Boutique Hotelier Award -Team of the Year and the TripAdvisor Travellers' Choice 2025 Award. (Business News Wales, 2025; TripAdvisor, 2025). The hotel has been very dynamic and strategic in its approach to growth. It used to have its own in-house restaurant. After the restaurant was shut down due to low demand and unprofitability, the hotel shifted to specialising in hosting private events and serving breakfast. I spent my placement time in the Front Office or Reception department, where I completed check-ins and check-outs, responded to guest enquiries, and coordinated administrative tasks. The teamwork was also crucial, and I engaged in close collaboration with the other colleagues — Laura John, Amy Short, and Duty Manager Hayley Bryant. Laura regularly provided me with mentorship and worked more often and closely. In this reflection, I used Gibbs' Reflective Cycle (1988) to assess my learning experience and growth since Level 4. It compares two urgent situations: managing reception alone during a wedding event where a promised upgrade has not been provided and handling a guest arrival for whom I couldn’t find a booking. Lastly, it relates these experiences to Level 4 modules, Business Skills, and Front Office Administration.
Gibbs’ Reflective Cycle Application
Description 
The two key incidents during my placement at Morgans Hotel Swansea tested my ability to perform under pressure. The first scenario involved me being alone at a wedding event, handling guest check-in. Notes indicated that the guest had promised an upgrade that had not been provided, causing frustration. The manager resolved this by rearranging bookings to ensure an upgraded room was available for the guest. 
 In the second case, a guest arrived to check in, but we couldn’t find their booking. After some investigation, I discovered that his booking was not in the system. At that point, I decided to escalate the issue to Laura and resolve it by rebooking and offering him a free upgrade as an apology for the inconvenience. These two experiences required responsibility, composure, and the ability to make swift decisions. They were based on reflections from the Front Office module on the accuracy of bookings and data entry, verifying guests' notes and service standards. They are also related to the Business Skills module, which focuses on professional communication, customer interaction, and teamwork.
Feelings 
Being left unattended during the wedding, I initially felt nervous, fearing I would be left alone to oversee the event, yet I was also eager to show my competence and independence. At level 4, I was used to working under close supervision, observing procedures, and gradually learning tasks step by step. Managing the desk independently during a high-pressure event was, therefore, a significant change. It was both challenging and empowering to handle the guests without direct assistance. The latter situation caused panic when I couldn’t find the guest's confirmation, but Laura's quick cooperation helped ease the tension and resolve the problem. Comparing myself to Level 4 again made me realise that I am more self-confident and capable of solving problems. These experiences improved my emotional intelligence and my ability to communicate effectively under pressure. My increased confidence was a clear result of previous mentoring and ongoing learning. 
Evaluation
Both experiences had both positive and negative effects. On the positive side, according to the research study by As Wijaya et al., (2024), I remained professional, stayed calm under pressure, was proactive, and found acceptable solutions for the guests involved. However, I also recognised lapses, such as the absence of an upgrade note that had been written but not acted upon, limited system access due to a lack of login authentication to protect the customer's confidentiality and relying on fellow workers to provide the final confirmation. These experiences emphasised the importance of accurate data entry and interdepartmental communication, as highlighted in the Front Office module: teamwork awareness and accountability. Regarding Business Skills, I became more aware of teamwork, professionalism, communication, and conflict resolution compared to the Level 4 experience.
Analysis
Using Gibbs's Reflective Cycle, I reflected on how my Level 6 placement enabled me to apply my Level 4 theoretical knowledge, especially in Front Office Administration and Business Skills. Level 4 was mainly where I observed senior staff and followed instructions, learning through guidance and demonstration. At Level 6, I managed guest check-ins, corrected booking errors, and responded to customer inquiries via phone and email, requiring decision-making and professional communication. The experience, as Alliger et al., (2015) observe, showed that it is essential to be accurate when entering data, to follow standard operating procedures, and to stay calm under pressure. It also emphasised the value of active teamwork.
This reflection has made me aware of the shift from being a passive spectator to an active practitioner. I also learnt how to manage responsibilities, resolve problems, and communicate effectively with guests and colleagues (Yoopetch, Nimsai, and Kongarchapatara, 2021). Level 4 of my learning about guest relations, service standards, and operational coordination directly influenced my actions at Level 6. According to Zafeer, Li, and Maqbool (2023), applying these principles in real situations enhanced my confidence, problem-solving, and organisational skills. The model designed by Gibbs helped me critically evaluate my performance, identify ways to improve, and assess the practical relevance of my theoretical knowledge.
Conclusion within Gibbs (What I learned).
The two scenarios helped enhance my professional confidence, resilience, and decision-making under pressure. I also stressed that detailed, proactive communication is vital to ensuring guest satisfaction and accuracy. Reflective practice allowed me to recognise my strengths in service recovery and guest relations, as well as my weaknesses, such as my authority within systems and my ability to verify independently. These experiences demonstrated the real-world application of theoretical concepts from Business Skills and Front Office modules to workplace issues. I also learnt the importance of continuous self-assessment in raising professional standards. This knowledge provides a solid foundation for developing a future action plan for growth.
Action Plan 
Based on my placement experience, I plan to enhance my technical and professional skills to become more precise and efficient in front-office operations. I will also ensure that all booking notes are thoroughly verified and sent to the Duty Manager before the guest checks in, aligning with my Level 4 learning on operational coordination. I will maintain my own checklist for upgrades, payments, and guest requests, and establish clear backup procedures for active activities. When reservations are lost or not in the system, I will help the guest relax, clarify all booking channels, and escalate when necessary. This plan reflects my commitment to active communication, the management of administrative tasks, and continued learning, which will prepare me to work as a supervisor.
Conclusion and Development Plan
I plan to focus on two areas of development to build on my experience during the placement. Firstly, I aim to become confident with all aspects of the Property Management System (PMS) used across The Morgans Collection. This system, called Guestline PMS, is vital to the business as it allows Morgans to manage the hotel's daily operations. Secondly, I will improve my leadership skills through mentoring and shadowing a senior team member. I will also develop my conflict-resolution and guest recovery skills. These steps align with the Business Skills and Front Office modules and will benefit me in my future role as a supervisor.
My analysis of both scenarios using the Gibbs model revealed that I made significantly greater progress in confidence, decision-making, and independence than at Level 4. I learned to handle pressure and to be empathetic when communicating with guests. Applying theoretical knowledge to practice enhanced my professional competence. These experiences emphasised the importance of self-assessment and self-directed learning. Overall, the placement enabled me to develop the qualities and skills necessary to progress to a senior role in my future career.
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