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Introduction
The purpose of this report is to analyse my overall development using the Gibbs Reflective Model. This model will help me evaluate my experiences that I have faced in my work environment which aligns with the learning outcomes of the module. This report will further determine the skills which I have developed through professional judgement. This will act as a foundation of my progress in alignment to my progress within the operations of DoubleTree. Throughout the process, I will specify the real-life instances that required me to communicate effectively with my team members. I will also demonstrate the situations where I have applied these skills during the process of service recovery which has helped me identify the how the theoretical learnings were applied to inform my decision-making processes. I will further apply relevant theories which would help me respond to the challenges that I have faced within the work environment. 
Main Body
Description:
Considering my placement at DoubleTree, I have faced significant challenges when for my role in guest services. This role has tested my capabilities on applying the skills that I have developed at the university. Guest complains were one of the persistent issues that I faced when I worked at the front desk. There was a situation where, a guest had complained that there was no tap water available. For this issue, the guest had requested compensation with an increased loyalty point. In this situation, I had informed my team member that I was taking on the responsibility for investigating this issue. After the checkup process I found that the water was running at a slower pace. With the help and support of Celia, who is front desk operator, I had reported the situation to the front office manager. I had confirmed that there was no outage but a slow water flow. Through this, we concluded that we would not provide the requested loyalty points by citing it as a minor issue. Another relatable instance that I have faced during my placement included a guest arriving earlier than check-in time. The guest had expressed his frustration because it could not provide him with room that was ready before he arrived. Following my previous work experiences, I had handled the expectations of the guests by offering the guest access to the bar area. I had also offered a complimentary coffee when our housekeeping team ensured that the room was prepared. After seeing the services provided the guest thanked me for understanding. 
Feelings: 
Primarily when there was a complaint regarding the tap water situation, I became anxious. I understand that a small issue could be considered a major turn-off for guests within a client-facing industry. Within a hotel, mishandling in services could lead to a negative guest satisfaction score by guests (Magdy et al. 2022). However, I was confident in managing the situation through empathy that I had developed in previous placement. When the manager decided not to award the loyalty points, I felt a sense of curiosity, considering how it would be perceived by the guest. On the other hand, I felt composed during the situation when there was an incident of early check-in. The experience that I had gained during my Level 4 placement had instilled confidence through the application of emotional intelligence. This skill helps an individual to communicate effectively within a workplace through strategic interventions (Singh, 2024). 
Evaluation:
I had faced significant issues when the incident of tap water had occurred. Considering the positive aspect, I promptly responded by checking the room using a proactive approach. The use of a proactive approach reflects on the standards of a brand within the hospitality sector by focusing on integrity (Caty, 2021). I had further communicated with the manager and ensured that I had shared detailed information before jumping to conclusions. However, I feel that I could have communicated with the guest about the actions we had taken regarding the loyalty points. Within a client-facing sector, expectation management helps an organisation to prevent dissatisfaction of customers (Ifte, 2025). Furthermore, when I faced the situation of early check-in, my overall actions led to a positive outcome. By offering a temporary solution to the issue, I had turned a negative experience of a guest into a positive one. This underscores my growth towards applying strategies of service recovery that I had learnt during my academics. 
Analysis: 
This reflective work has helped me foster a deeper analysis of the events as they occurred. My overall response towards the tap water situation has been derived using Kolb's Reflective cycle. This model posits that learning is an occurrence of a staged cycle based on the experiences of an individual (Vince, 2022). My experiences during the placement provided me with experience in dealing with complaints of guests. This has helped me learn how to respond to the problem strategically towards client-facing roles. Moreover, the use of the Service Quality Model has helped me understand the gaps between the expectations of perceived service. The guests expect compensation for the inconvenience caused. Through the assessment of this situation, we managed to mitigate the gaps in service delivery. The use of this model has helped me maintain consistency within the standards of services.  
Conclusion:
This reflection has helped me evaluate my plans for development as a professional within the hospitality sector. Using the Gibbs Reflective Model, I had recognised how theoretical knowledge had informed my decision-making process. Furthermore, the experiences have helped me strengthen my problem-solving skills for handling a challenging situation. 
Action Plan:
	Goal
	Specific
	Measurable
	Achievable
	Relevant
	Time-bound

	Improve complaint-handling communication
	Develop clear, empathetic communication when resolving guest issues by practising assertive speaking and active listening techniques.
	Record and review at least five guest complaint interactions with feedback from Celia and the manager.
	Allocate one hour weekly to practise role-play scenarios and review feedback.
	Enhances professionalism and guest satisfaction, key to front desk performance.
	Achieve noticeable improvement in confidence and clarity within three months.

	Strengthen knowledge of Hilton policies.
	Study Hilton’s service recovery and loyalty procedures to ensure accurate responses to guest requests.
	Complete a self-assessment and discuss understanding with the front office manager.
	Use internal resources and staff meetings for guidance.
	Ensures decisions reflect company standards and improve service quality.
	Complete review and assessment within six weeks.

	Enhance reflective practice
	Maintain a reflective journal analysing guest interactions using Gibbs’ model.
	Write one reflection per week and review progress monthly.
	Use existing experiences and feedback to guide entries.
	Supports continuous learning and links theory to practice.
	Maintain consistent journaling for three consecutive months.


Conclusion
In a nutshell, this report has helped me evaluate my overall development as a professional within the hospitality sector. Using the Gibbs Reflective Model, this report has evaluated my experiences that have developed through my Level 4 placements. The report has focused on the development of my problem-solving abilities. This would help me manage the complaints of guests effectively. Reflecting on these experiences has helped me identify how these experiences shaped my approach to build efficiency. Moreover, this report has used Kolb's Experimental Learning Theory which has helped me determine the responses that are required for making strategic decisions. Through the alignment of these experiences, the report asserts to my growth as a competent team member within the hospitality sector.
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