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[bookmark: _Toc203738680]Part 1: Reflective Writing Using Gibbs’ Model
[bookmark: _Toc203738681]Introduction
During this year of study, I was encouraged by the university to complete a placement at a hotel of my choice to obtain hands-on experience in the hospitality industry, have an opportunity to test my knowledge and meet new people as well as new opportunities to start a career in this sector before I finish my degree. I was assigned  to do my placement at Leonardo Hotels. The placement implied me working in three departments including Food and Beverages, Operating Facilities and Front Desk. This assessment here includes a reflection of my activities in the food and beverages department of the hotel. The reflection is completed with the support of Gibbs’ model of reflection because this model includes 6 stages of reflection that help me organise my ideas in a more constructive and critical manner (The University of Edinburgh, 2024). 

[bookmark: _Toc203738682]Description 

On my first placement day, I was offered an induction day during which the operational manager talked about health and safety, fire risks and presented me with the hotel facilities. After this, I spent 6 hours in front of a computer to complete some tests to understand how to follow fire safety protocol, health and safety protocol and other security issues related to hotel management. Working in the food and beverage department of the hotel implied handling food, serving food and assisting customers with food enquiries. As I practiced here, I delivered food to tables, I took orders in the restaurant, I communicated with customers to ensure they have a great experience in our premises, and I participated in cleaning activities to keep the restaurant in a pleasant, welcoming and safe state. When I started working here, I was introduced to the team by my mentor at the hotel. I met the manager of the department and my colleagues and over my working days here I like to think that I had a nice relationship with them. I received a small training about food safety, but I believe more information should be provided in the induction session offered by the hotel. 

[bookmark: _Toc203738683]Feelings 

Before starting the placement, I had mixed emotions because this hotel was not on my list of chosen hotels, however because those chosen by me did not respond, I was given the opportunity to complete my placement at Leonardo Hotels. I was also nervous because I wanted to make a good impression, demonstrate my knowledge acquired and make new connections in this area. According to Dempsey et al., (2023), students that participate in academic placements tend to feel more pressure than regular employees because they answer both to the university and the placement provider and they know expectations are high in this area. After starting the placement, I felt more relaxed because I saw what I am dealing with. Understanding their activities, communicating well with my colleagues and having a good relationship with the manager from food and beverages made it easier for me to concentrate on my activities and leave my emotions alone. In the hospitality sector it is very important to work well under pressure and avoid being emotional, as employees deal with multiple tasks at once, a diverse pool of customers with individual needs and preferences (Taylor, 2025). At some point during the placement, I experienced a bad incident outside the food and beverages department, and this made me angry and powerless and also affected my entire view of the hotel. However, I kept going on and I put a 100% effort into my placement, and I did not let my emotions affect my relationship with the customers or my colleagues.  

[bookmark: _Toc203738684]Evaluation 

My experience in the food and beverages department was overall good. In the food and beverages department I had the opportunity to apply my knowledge about food handling, restaurant cleanliness and customer relationships. I was satisfied with the way I handled communication with my colleagues and customers. Seeing that I am able to apply communication techniques learnt during classes and understanding their impact in the workplace, increased my confidence that I could bring a positive change in the management of hospitality services. Having a multicultural background and learning about intercultural communication helped me to be more understanding and more supportive with both my colleagues and the hotel guests and offer them a tailored customer experience in the hotel (Middlebury Language Schools, 2024). As I was a learner there, I did not deal with the managerial duties myself, but I observed the actions and behaviour of the food and beverages manager. He was supportive, he helped with overall feedback when the operational manager did not do it, and he treated his team nice.  He showed compassion for my complaints, and this made my journey here easier. He was a positive example of good leadership for me. 

[bookmark: _Toc203738685]Analysis 

I believe I established a good relationship with my colleagues because at university I studied many theories about team collaboration, and this guided my behaviour as a team member in this placement. For example, the Tuckman’s theory of team formation helped me understand that is normal for team members to be reluctant when a new member joins their team, not because they do not like him, but because they do not know his behaviour, his style of work, or his willingness to put effort into team objectives (Stein, 2025). I was patient, I did not stress them, I used my knowledge from my academic journey to demonstrate my ability to handle and serve food at their expectations and I took the initiative of helping without them asking me to do it. This helped me to gain their confidence and made it easier for them to accept me as one of their own. Another theory that helped me be a better team player in this department was Belbin’s team roles theory. According to Belbin, there cannot be more than one role in a team, otherwise the team will experience conflicts, and overall output can be negatively affected (Boddy, 2017). Following this, I went there as a team member, one that is ready to learn from them, help them with their tasks, complete the activities assigned to me and learn more about the hospitality sector from their practical knowledge in the area. This attitude again showed my willingness to learn, maintained a positive atmosphere in the team and motivated them to treat me well and teach me their wisdom. I believe I had a good relationship with the customers because of the many projects related to cultural diversity at university. Last semester, at university, I completed a whole unit on cultural diversity, during which someone from different cultures came and talked about their culture from their own perspective. This helped me in my interactions with the restaurant guests. For example, I knew about Muslims dietary preferences, and I made better food recommendation, I knew about Spanish people need of warm communication, and this made them feel like home when eating in our premises and I also knew about Britons need of privacy but yet need of excellent customer service which is not intrusive, and this helped me to enhance their guest experience. Having an academic background, improved my customer service skills, my ability to avoid conflicts, my team working style and my overall behaviour in this placement. Having good emotional skills and not letting my emotions regarding other incidents at the hotel, helped me to complete my placement here and demonstrated to me that one day I can make a positive change in the hospitality sector. 

[bookmark: _Toc203738686]Conclusion

One important lesson that I took from this placement is that the hospitality sector is in need of skilled and trained workers and managers. I learned faster and I was able to communicate well with others because I knew what is expected from me and how important is this for the client, but as I worked there I saw how many employees do not have this knowledge and makes it more difficult for them to accept feedback, to deal with clients from other countries or to cope under pressure. My observations are also supported by many other people who keep reporting the issues of this service industry. The lack of personnel and  the lack of training in this department were made easier by the manager of the department who took care of his team as much as possible. However, this cannot lift the burden completely and in the long term it has a negative impact on employee morale and level of motivation. 

[bookmark: _Toc203738687]Action plan 

Following this experience, my action plan for further development is focused on a continuous improvement of my communication skills, my intercultural communication skills and my leadership skills. In my opinion, any manager in a hotel should be able to communicate clearly with the staff, establish expectations, give clear directions and offer support. Any manager should also know that not only guests come from a diverse cultural background, but also employees do this and addressing their needs can have a positive impact on them, make them feel more valued and increase their motivation at work. Lastly, any manager should also act as a leader to be able to create a supportive work environment within which employees feel heard and safe.
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[bookmark: _Toc203738690]Part 4: Reflection on Feedback
[bookmark: _Toc203738691]Introduction
This report includes a reflection on the feedback received during my placement from both my hotel mentor and my academic tutor. The report will focus on three areas: demonstrate an understanding of the feedback, analyse the impact of this feedback on my development as a student and as an employee in the hospitality sector and create an action for continuous development. According to feedback acts in the same way as the reflective practice because it allows me to become self-aware of my strengths and weaknesses, supports continuous development, helps me to improve my skills and knowledge in my chosen career, allows me to establish clear goals and can increase my motivation in the workplace (Lichtenberger-Majzikné & Fischer, 2017). Considering these benefits of feedback, it is important for me to understand  my performance during this placement, identify my strengths and weaknesses and develop an action plan for further development. 
[bookmark: _Toc203738692]Understanding the Feedback
The feedback received from my mentor focused on my employability skills in the hospitality industry. In terms of knowledge of menu and service standards, the mentor praised my ability to learn fast their service standard, my active listening skills and my academic knowledge of guest safety and care. In terms of speed and efficiency in service, I am pleased to see that my mentor noticed my ability to work well and fast under pressure but also deliver good customer service. In terms of ability to upsell and engage with clients, my mentor observed my ability to create a positive atmosphere for the guests, but he also highlighted that I need to improve my upselling techniques. The skills matrix completed by my mentor highlighted that I have excellent time management skills, very good communication and team working skills, good personal enterprise skills and excellent employability skills.  My academic tutor focused on my skills from an academic perspective analysing my behaviour at the hotel, my communication with her and the hotel, my ability to solve problems and my overall behaviour during this placement. In terms of time management, my tutor also praised me for my good organisational skills. However, she advised me that I can improve this skill by showing more commitment to work during key operational hours and be more flexible in my work schedule as this can help me to be more exposed to daily operations and enhance my learning. In terms of communication with her and the hotel staff, she praised my ability to communicate professionally, to engage with the team and to use a positive approach that encouraged them to work well with me. However, she highlighted that my written communication could be improved. I could add more clarity to my communication style and communicate in a more professional manner. In terms of behaviour, my academic tutor said that I was polite and respectful with my peers at the hotel, an attitude that helped me to establish good relationships with them. However, she expected me to be more proactive and to take more initiative as this can help me to learn more and enhance my skills in the hospitality sector. In terms of problem-solving skills, my academic tutor noticed that when faced with challenges I needed support and guidance to overcome them. She highlighted that I should be able to take a more proactive attitude and try to seek alternatives before seeking help. Developing further my problem-solving skills could help me to be more resilient, work better on my own and solve challenges on my own increasing my overall confidence. 

[bookmark: _Toc203738693]Impact of the Feedback

The feedback received boosted my morale and helped me understand how others viewed me during the placement, how they valued my activity and the impact I made on the team. Their feedback made me reconsider my experience, detach myself from the bad incidents that I experienced and analyse this experience and their feedback  with a more objective approach. The feedback received from my mentor had a positive impact on me, because he saw my efforts, my commitment to work and learn and my willingness to collaborate well with my colleagues. He also made me aware that I need to improve my upselling techniques and this gave me a direction for further improvement. The feedback received by my academic tutor also contributes to my development. For example, learning about how employers must be flexible in shifts scheduling for their employees, I almost forgot that I also need to provide flexibility in return. With a busy schedule around job, academic work and household duties, this impacted my ability to be more flexible in my placement and limited my learning experience. However, I will remember this when coming to my actual job and I will also try to be more available during busy hours to enhance my learning. I am aware of her highlights in terms of written communication skills, but during this placement I did not have many opportunities to use written communication. My experience here was limited by hotel regulations and focused more on low skilled activities. However, this is something I am aware of, and I am working hard to improve it. In terms of being more proactive and taking more initiative in a new setting, her feedback made me question and reflect more on my attitude. I asked for guidance, and I let myself led because I wanted to learn from them. Perhaps my expectations from the placement and their expectations from me were not on the same page, a fact that made me act differently from their expectations. 
[bookmark: _Toc203738694]Action Steps for Growth

My action plan following the analysis of this feedback focuses on the development of my written communication skills in a professional setting, my problem-solving skills and my upselling techniques. I will seek more opportunities to write in a more professional manner, I will identify new opportunities to improve my upselling techniques, and I will first try to solve a problem on my own. I can do this in an environment that I am comfortable with, but in a situation within which I am expected to learn, I thought is better to seek help and learn the good way of dealing with an issue then guess on possible solutions myself. However, I understand that employers are looking for more proactive, confident and resilient employees and I will do my best to become one. 


[bookmark: _Toc203738695]Part 5: Placement Presentation Summary
[bookmark: _Toc203738696]Part 6: Q&A
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Food and Beverage Operations
Please provide detailed feedback based on the student's Food and Beverage experience at the
Hotel,

Knowledge of menu and service standards: Did the student demonstrate an understanding of
menu items, allergies, and service etiquette?

Simona demonstrated a good understanding of the menu and showed growing
‘confidence in applying service standards. She was attentive when learning about
allergens and asked the right questions, showing awareness of guest safety and
care.

Speed and effiiency in serice: Was the student abl to deliver food and drinks promty and
correctiy?

Simona showed good awareness of the importance of speed and efficiency during
service. She was able to deliver food and drinks promptly, staying attentive to guest
needs while continuing to develop her pace and confidence during busy periods.
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Ability to upsell and engage with guests: Did the student actively promote menu items and
create a positive guest experience?

Simona engaged well with guests and made a genuine effort to create a positive
‘experience. She showed an understanding of basic upselling techniques, and with
more confidence and product knowledge, there's potential for her to develop this skill
further.

Food and Beverage Overall Feedback: Please provide specific feedback on the student's
performance in the Food and Beverage department.

Simona made a positive contribution to the Food and Beverage team during her
placement. She approached her duties with enthusiasm, was eager to leam, and
showed professionalism throughout. With continued experience, she has great
potential to grow in confidence, efficiency, and guest interaction.
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Summary of Observations Based on Skills Matrix

“This section consolidates feedback from operational departments provided in previous sections,
focusing on the student's skill development over the 12-week placement.

Skills Matrix

Please use the descriptors of competence across the skill areas below to inform your evaluation
of the student's performance during their placement.
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Please add a

in the relevant box below

Unstitacton

sotstacon

VeryGood

“Time Management, Behaviours
and Attendance

achieve goals. Complete required
hours.

X

Communication
Use speech, writing, non-verbal
methods  and technology  to
exchange information effectively.

Team Working
Build effective working
relationships and collaborate with
others.

Personal Enterprise
Use problem-solving to improve
performance and work processes.

Employabiiity
Would you consider employing
them within one of your hotel
departments
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Professional Mentor Statement

How has the student contributed to your team and organisational goals? Please refer to the
feedback provided above to offer the student a comprehensive and constructive evaluation that
Supports their reflection and personal development.

Simona has made a valuable contribution to both the Food and Beverage department
‘and Reception during her time at the hotel. In Food and Beverage, she demonstrated
a strong willingness to leam, showed good attention to detail, and was always eager
to assist guests. Her ability to deliver food and drinks promptly, along with her growing
knowledge of the menu and allergens, helped support the team. However, with more
‘experience, she can further develop her upselling techniques, efficiency under
pressure, and confidence in guest interaction.

polite and professional approach. She showed a solid understanding of the basics
‘and was quick to leam new systems. To further develop, she will need more time at
the front desk to work independently and gain confidence in handiing more complex
‘guest situations and using the hotel systems effectively.

Overall, Simona is a positive, eager leamer with a good atttude, and with continued
‘support and hands-on experience, she will further improve her skills in both
departments. Her contribution has been appreciated, and she has great potential for
growth in hospitality.

By signing below, | agree that the feedback provided s a true and reflective overview of the
Student's placement at the Hotel.

Full Name: Piotr Kraterski
Position in the Hotel: Restaurant and Bar Manager / Duty Manager

Date: 08.04.2025
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Tutor Feedback

Student Name: Simona-Marilena Patrascu

Student ID: 2123259

Time Management

Simona showed an appropriate approach to time management during the placement.
They attended all scheduled shifts as agreed, and when circumstances arose that
required a shift to be cancelled due to personal reasons, they demonstrated
responsibilty by promptly informing both the hotel and tutor.

Simona also attended all scheduled one-to-one meetings with the tutor, arriving on
time and demonstrating a commitment to their development and the learning process.

There is an opportunity for growth in terms of overall commitment, particularty when it
‘comes to availability during key operational hours. While personal commitments are
understandably a factor, a bit more flexibility in availability would have provided
valuable exposure to the daily operations, enriching the overall learning experience. In
future professional settings, finding a better balance between personal obligations and
work demands will be essential, especially in dynamic environments like hospitality,
‘Where adaptability and being present during peak times are crucial for success.

A more proactive approach to managing their schedule and seeking opportunities to
‘engage more fully with the placement would help Simona maximise the benefits of the
experience.

Communication

Simona demonstrated professionalism throughout the placement and consistently
‘engaged with both hotel staff and the tutor. While their communication was generally
functional, there were opportunities to enhance professionalism and clarity,
particularty in written communication.

Verbal communication was generally respectful and appropriate in tone, which helped
maintain a positive baseline of interaction. In conversations with staff and peers, the
student remained polite and receptive, creating a sense of approachability.

Developing greater confidence in both written and verbal communication will be
essential as Simona transitions into future professional environments. Strengthening
these skills will not only improve day-to-day interactions but will also help Simona
build stronger working relationships and convey a more professional presence overall.
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Behaviour

Simona maintained a generally respectful and professional attitude throughout the
placement, and they interacted courteously with both staff and peers. Their conduct
was appropriate, and they followed workplace expectations, which helped them
establish a positive foundation in the placement environment. When asked to remove
fake nails, Simona adhered to the request promptly, demonstrating their willingness to
follow industry standards and maintain a professional appearance in line with hygiene
and safety expectations.

There were moments when Simona’s enthusiasm and engagement appeared to
fluctuate. While they were willing to collaborate when prompted, there was potential
for them to take a more active role in contributing to the team and participating in the
day-to-day operations. With a bit more initiative and curiosity, the student could make
the most of the learning opportunities available and deepen their involvement in the
placement experience.

Interms of reliability, Simona met their core responsibilities and was dependable.

By adopting a more proactive and invested approach, seeking out opportunities to
assist and showing greater initiative, Simona can build confidence, make a stronger
impression and become more fully integrated into the team, standing out positively in
professional settings.

Problem-Solving.

When faced with challenges during the placement, Simona made a genuine effort to
manage them and responded appropriately when support was available. They
demonstrated a positive willingness to seek guidance, reflecting self-awareness and a
desire to improve. While they tended to seek direction from others, there is potential
for growth in taking a more independent approach to problem-solving in the future.

While it is completely natural for students to need support in new environments,
developing stronger problem-solving skills and a more proactive mindset would greatly
benefit Simona as they continue to grow professionally. Demonstrating initiative - such
s exploring options before seeking help, or suggesting solutions - will help them build
resilience and confidence in their abilities.

With time, experience and encouragement, Simona has the potential o become more
selt-directed in their approach. Continuing to reflect on challenges and viewing them
85 opportunities to take ownership and leam will help Simona strengthen this
important professional skl set.
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Tutor: Lisa-Marie Bassler
Signature: Lisa-Marie Bassler
Date: 24" April 2025
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Hospitality and Hotel Management: Hotel Feedback

“This form may be shared with other team members, and multiple submissions per student are
allowed f needed.

The feedback provided wil be shared with the student to support their reflection process. We
encourage detailed, constructive, and forward-focused feedback to help students enhance
specific skl areas, preparing them for future placements and workplace environments.

Student Information
Student Name and Number: 2123259

Simona-Marilena Patrascu

Hotel Information
Placement Hotel name: Leonardo Hotel Cardiff

Placement Hours
Did the Student complete the required hours of 16h per week? Yes & / No C1

1f you answered NO, please add the reason here:

N/A





