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I was placed in the Novotel Sheffield Centre Hotel, which is situated in Sheffield city centre. The ten-week work placement provided me with an experience across three departments: Food and Beverage, Housekeeping, and Reception. Through the experience, I gained knowledge and understanding of back-of-house and front-of-house, with the ultimate outcome of a rounded understanding of the hotel service and a guest-focused engagement across hotel departments. Although I obtained practical operational experience in three areas, I will focus my reflective log on the Reception Front Office department, as this was my last department placement. The Receptionist role included guest check-in and check-out, dealing with guest queries and complaints, and acting as a communication function with the in-house Front Office team. Operationally, the departments worked closely together to ensure guests had a smooth and satisfying experience. During this time, I worked under the supervision of the Front Office Manager, Sarah Lewis, and Assistant Manager David Hughes, both of whom were engaged mentors and provided ongoing and consistent feedback and supported me with my embedded managerial duties, guest engagement, and relationships. 
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My only experience working in Level 4 was at a small independent hotel in the Food and Beverage team. This experience provided me with a decent foundation of service of front-of-house in a smaller hotel context, working with other teams and developing some of the key principles of hospitality service processes; however, this might not have particularly helped me with administration responsibilities or managing departmental communication (Kimani and Scott, 2023). The experience of working in the Reception department at the Novotel Sheffield Centre was again slightly more complex, working in an environment of guest relations and guest experience, during a time with a degree of pressure, it challenged me to be more proactive. 
My professional growth in this placement can be described in two situations:
· Scenario A: A guest arrived early, and he was visibly frustrated that his room was not available during check-in. I needed to ensure that I communicated very clearly with the housekeeping staff to have his room available as soon as possible, while remaining professionally and empathetically dealing with his frustrations. 
· Scenario B: On a busy Friday evening, a few guests were arriving, which resulted in a queue at Reception. I needed to think about not allowing myself to panic, but stayed calm and focused on outcomes to have their check-in completed in as timely a manner as possible, and the way was challenging.
Both experiences affirmed my flexibility, communication, and decision-making under pressure, furthering my skills beyond what I had acquired on my Level 4 placement.
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First, I was anxious in Scenario A. As I did not enjoy the guest, I feared that the situation might get out of control, and I was not confident enough to stand up against the housekeeping crew. In Scenario B, I was happy and confused. I liked the rush ambience, but was afraid of losing track when it came to pressure. However, due to the encouragement of Sarah Lewis, I began to understand that I should have a little confidence in determining priorities and helping others, as I learned that staying calm while collaborating with a colleague was equally important to efficiency (Duan et al, 2025).  
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· Scenario A: I offered a free cup of coffee to the guest and assured him or her of first choice over the room. This act has transformed dissatisfaction into admiration and has shown that active service recovery results in loyalty. And yet I realised I was not assertive in planning with housekeeping at the head of the solution.
· Scenario B: I would have learned to delegate and assign the task of storing luggage to my coworkers, and ask guests to check in via the digital system. This made it more effective, but the body language revealed that I was stressed, and this was highlighted to me by the Assistant Manager later the feedback (James et.al, 2022).
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1. Guest Experience and Service Quality (Hospitality and Guest Services - Level 4)
Responsiveness and reliability are two other service attributes that Parasuraman avoids. Under Scenario A, the expectation-delivery gap may have resulted in dissatisfaction, but this gap was balanced by a compensating behaviour leading to no perceived gap. This is in keeping with the theories on service recovery, which place immense value on prompt and timely action.
2. Emotional labour Theory (Management and organisational behaviour-Level 5)
Emotional labour is a theory proposed by Hochschild regarding the management of emotions by hotel staff to provide pleasant experiences for their guests (Amissah, Blankson-Stiles-Ocran and Mensah, 2022). Stress in Scenario B illustrated the requirement to be professional and authentic at the same time. The friend relationship could be managed with body language and tone, and this could at least maintain the theory that the display of emotion was also a category of perception in a guest.
3. Experiential Learning
My learning follows the Learning Cycle of Kolb: concrete experience (management of complaints by guests), reflexive observation (analysis of responses), abstract conceptualisation (connection with SERVQUAL and leadership theory), and active experimentation (benefits of performance in future interactions). This cycle illustrates my Level 4 learning base being built upon to subsequent levels of management abilities.
4. Leadership and Motivation (Management and Organisational Behaviour - Level 5)
Sarah Lewis embraced transformational leadership behaviour through the improvement of team morale through positive communication and role segmentation. The faultiness of being non-assertive, however, was revealed when I was stuck between a rock and a hard place in Scenario A. This justified the expectancy theory of motivation that Vroom uses to link staff motivation to the juiciness of role expectations and consequences (Misroame, 2023). 
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These weaknesses allow me to infer that my Level 4 placement allowed me to gain an extremely valuable background in communicating with guests, and my Level 6 placement allowed me to transition to learning the more advanced skills of conflict resolution, leadership, and Emotional Resilience. I possessed the positive traits of empathy and elasticity and the negative ones of assertiveness and stress management. Theory and, to be more specific, the SERVQUAL theory enabled me to understand why specific strategies worked and what could have made the solutions better. This experience and theory in the field will support my further growth and enhancement of my future practice in hospitality management.
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From my observations, I made three observations of area improvement:  
· Training for Managing Conflict: Participate in formal training with role plays for confidence to deal with customer complaints and interdepartmental issues efficiently and effectively (JATTO and Amina 2024).  
· Approaches to Managing Emotions: Utilise mindfulness techniques and reflective journaling to practice resiliency and remain poised when you interact with guests during stressful times. 
· Leadership Development: Observe leadership styles in action, improve your skills of delegation, and encourage interdepartmental communication by asserting (Lootah, 2021).
The correlation of these stages strengthens customer satisfaction, business success, and employee motivation as a best practice in hospitality.

[bookmark: _Toc210565644]Conclusion and Development Plan 
During the Novotel Sheffield Centre Hotel placement, I have worked professionally as mentioned in this reflective log. Reception/Front Office has provided me with first-hand experience in handling guests under pressure, coordinating, and managing within and across departments and developing emotional intelligence. Both scenarios described above exemplified the challenges and the educational experience that I have acquired, reinforcing the importance of being proactive in-service recovery, cooperating and staying composed.
Existing models such as SERVQUAL, emotional labour and Kolb’s learning cycle offered theories that I can critically analyse my behaviours and the role of leadership and motivation in guest service endeavours. Relative to Level 4 experience, which was largely focused on the fundamentals of functioning, Level 6 experience allowed me to progress closer towards more advanced skills, such as conflict management, assertiveness, and professional judgement.
In the future, my developmental goals will be improvement of conflict management and assertive communication, and further developing emotional resilience. These will be pursued through guided training, reflexive training, and exposure to supervisory duties. I plan to use the skills in my future hospitality management positions. 
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