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The placement experience on which this reflective learning log was based was in the Mercure Doncaster Centre Danum Hotel, which is a 3-star hotel that is managed by the Accor brand. The hotel is in the middle of the town of Doncaster and offers accommodation, food and event services to the business traveller and the leisure traveller. During my ten weeks in the placement, I had the chance to work in several different departments: Housekeeping (Week 1: 6-10 October), Reception (Week 2: 13-17 October), Maintenance, and Restaurant, to allow me to have a general understanding of how a hotel works and how it is managed. My line supervisor, who is the Front Office Manager and the Executive Housekeeper, and the Maintenance Engineer, has been directly involved in guiding and providing me with feedback throughout my placement. The given reflection is intended to critically evaluate my professional growth using the Reflective Cycle created by Gibbs. The model assists in developing a systematic approach towards analysing my experiences by considering how, what, and how I will do it differently in the future. 
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The first week of my housekeeping experience involved the Executive Housekeeper and the room attendants, where I was taught how to prepare rooms in line with brand specifications (Utama, 2024). Some of the tasks were bed-making, provision of amenities, and room inspection by checking on maintenance problems. This step made me realise that cleanliness has a direct impact on the satisfaction level of the guests, as well as the ratings of reviews. During the second week, I was transferred to the reception/front office. I did the guest check-in, phone calls and got to know how to use the Opera PMS system to deal with reservations. I also observed the impact of overbooking and late check-outs on the availability of rooms, and I had to communicate with the housekeeping and maintenance departments. Later on during the placement, I experienced the maintenance rotation where I assisted in reporting faults and carrying out safety checks. 
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During my first week, I was quite nervous since housekeeping involved physical work and exactness under time constraints. Nonetheless, I quickly noticed how well coordinated and detail-oriented the team was, which made the operations successful. The second week of reception was more comfortable and enthusiastic as I dealt directly with the guests, which is where I am strong in interpersonal communication (Purwanto, Wafa and Sanjani, 2023). I am especially fond of receiving guests and solving simple problems like misplaced bookings or errors with key cards. Upon switching to maintenance, I was both curious and a bit nervous since I had little knowledge of the technical aspect. The staff was helpful and articulated safety measures. Later employment at the restaurant provided me with satisfaction because I had to communicate with people more relaxed and developed my confidence in serving clients. In general, these mixed feelings portrayed my career evolution as it was characterised by doubt and uncertainty to flexibility and appreciation of teamwork in various hotel operations.
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All the departments had a positive influence on my development. Housekeeping also made me more time-conscious and detail-oriented, which is in line with the opinion of Johnston and Clark that the reliability of the service offered by the company starts behind the scenes (Ekman and Weilenmann, 2021). Reception allowed me to improve my skills of communication and problem-solving, particularly when dealing with mistakes during booking. It is an experience that evidenced Parasuraman, SERVQUAL dimension of responsiveness. The maintenance rotation helped me to be aware of preventive maintenance and the safety of the guests, which the guests do not pay much attention to, yet are important to the efficient operation of the hotel. Some of the principles of hospitality that I used at the restaurant include the Service-Profit Chain of knowledge on the direct relationship between employee satisfaction and guest satisfaction and loyalty. Nevertheless, the challenges included in-housekeeping.
[bookmark: _Toc212202525]Gibbs Stage 4: Analysis
The position supported the idea that the success of hotels hinges on interdepartmental coordination. As an example, housekeeping had to rush cleaning when the reception assured early check-in, whereas maintenance checked the safety of rooms. This interrelating was an expression of systems theory that considers organisations as being a whole instead of individual units (Bess, Johnstone and Dee, 2023). During housekeeping, I used Hotel Operations Management principles and connected cleanliness with brand recognition and handling the online reviews. Another thing that the experience highlighted is the relevance of standard operating procedures (SOPs) that minimise variation and ensure consistency in quality. I also applied emotional intelligence when dealing with the guests at the reception. In a case of double-booking, I was calm and understanding and organised myself with the manager to secure other accommodation. This enhanced satisfaction among the guests and taught me the lesson of being able to remain professional in a stressful situation. Risk management and adherence to regulations of the Health and Safety Act were taught to me in the maintenance department. The appreciation of the administrative aspect of safety was aided by knowledge about maintenance logs and risk assessment. Lastly, the restaurant rotation is related to operational service in the culture of hospitality. Using the Motivation-Hygiene Theory by Herzberg, I came to understand that employees were motivated by recognition and working as a team to improve morale during the busy breakfast shifts (Buckley, 2023). This analytical approach indicated the importance of previous modules' theories in the daily hotel management, not only to make decisions but also to motivate employees and keep guests loyal.
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Going back to my placement, I have managed to acquire both technical and interpersonal skills. I found out that to be a good hotel manager, a person should be flexible, coordinated, and understanding. The rotation program has helped me experience the sense of the role played by each department in customer satisfaction and business success (Chen, Le and Florence, 2021). Comparing it with my Level 4 placement, I can note a certain improvement since I was rather focused on instructions following rather than on problem-solving and active involvement as a guest. I also realised that the efficiency of the administration is also premised on the successful communication and awareness of the digital system, like the Opera PMS and maintenance logs. The only aspect that I would change is to be more aggressive when dealing with the grievances of my guests. Even though I professionally handled issues, I often passed on to the seniors issues that were too complex. 
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In the short term, I will focus on developing my technical and management skills in the hotel departments. Specifically, I will seek bonus point opportunities in guest feedback and the ability to self-manage to develop my decision-making and accountability within the relative confines of supervision. I will also consider and complete the Accor e-learning modules to start on my understanding of brand standards and sustainable practices (Priyalakshmi and Saxena, 2025). In the medium to longer term, I will be purposefully directing my professional development to the Front Office and Hotel Administrative skills, as they will provide an additional opportunity to further my skills in customer service, communications, and coordination. This fulfilment of these opportunities will also include live training on Opera PMS, revenue management, and guest experience analytics from the hotel management team.  Considering talent limits and ensuring that engagement in ongoing professional development aligns with my upcoming professional development goals.
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Conclusion and Development Plan
This reflective journal illustrates how the learning I undertook from my work placement experience with Mercure Doncaster Centre Danum hotel enhanced my knowledge of hotel management systems through the application of practical facets of management, such as housekeeping, reception, maintenance, and restaurant work. I reflected in turn on each experience and identified the good and the challenges I experienced through Gibbs' Reflective Cycle. My placement contributed additional transferable skills such as teamwork, service quality management, and digital capability. My understanding of the interdependency of departments within the hotel and the importance of communication for quality service improved. Looking ahead, my planned areas of focus are: To develop confidence in my leadership and experience through mentoring and active decision-making. To develop knowledge and understanding through insightfulness of their system, for example, Opera PMS and the maintenance reporting system. To continually remain reflective in practice to support my continuous professional development and be prepared for a management role in the future. Doing this, I hope to develop into a competent and site reflective hotel manager to improve guest experience and hotel operations and administration within the hospitality management profession.
[bookmark: _Toc212202529]

References   
Bess, J.L., Johnstone, D.B. and Dee, J.R. (2023). Understanding college and university organisation: Theories for effective policy and practice: Volume II—Dynamics of the system. Routledge.
Buckley, A.J. (2023). Recently Hired Hourly Employees Descriptions of Motivation-Hygiene Factors That Influence Intent to Stay. National University.
Chen, J.S., Le, T.T.Y. and Florence, D. (2021). Usability and responsiveness of artificial intelligence chatbot on online customer experience in e-retailing. International Journal of Retail & Distribution Management, 49(11), pp.1512-1531.
Ekman, K. and Weilenmann, A. (2021). Behind the scenes of planning for public participation: Planning for air-quality monitoring with low-cost sensors. Journal of Environmental Planning and Management, 64(5), pp.865-882.
Priyalakshmi, W. and Saxena, S.K., (2025). A Case Study: The Role Of Technology in Facilitating Green HRD Practices Within the Hotel Industry. In Transforming the Service Sector With New Technology (pp. 269-284). IGI Global Scientific Publishing.
Purwanto, A., Wafa, A. and Sanjani, M.A.F. (2023). Interpersonal Communication Strategies in Building an Image of the Contingency Perspective of Accommodation. Manager: Indonesian Journal of Educational Management, 5(3), pp.267-279.
Utama, D.N.K.W. (2024). BUKU HOUSEKEEPING & GENERAL ENGLISH for Executive Hybrid Class. Penerbit Widina. 
2

image1.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




