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Introduction
As part of my hotel placement, I also worked in the Front of House and Guest Services department. This area plays a central role in creating a smooth experience for guests, as it manages check-ins, check-outs, guest enquiries and service recovery. These activities strongly influence the hotel's reputation and the way guests perceive comfort, value and professionalism (Elphick, 2025).
While working in this department, I realised how much communication, quick reactions and safety awareness impact the overall guest experience. These elements become even more important when working with vulnerable guests, especially those temporarily accommodated through social programmes.
A particular incident that happened in the lobby made me reflect deeply on how staff respond under pressure. I found myself analysing the event through Kolb’s Experiential Learning Cycle (Kolb, 1984), a model based on learning through real situations. The cycle includes four stages: Concrete Experience, Reflective Observation, Critical Reflection and Active Experimentation.

Main Body
During my placement, I witnessed an incident involving a homeless guest (Anna) who was staying in the hotel through a social programme. One morning, while she was under the influence of alcohol, she placed a metallic object in the microwave, causing the fire alarm to activate instantly. This created disruption in the lobby, confusion among staff and anxiety among guests.
A few guests gathered in the lobby, clearly unsure about what was happening. I assisted the Front Office Manager (Linda) in calming everyone down and explaining that the situation was under control. Meanwhile, housekeeping and maintenance checked the cause of the alarm and made sure that there was no danger. Once everything was clarified, we guided guests back to their rooms and normal operations resumed.
This incident helped me understand how challenging it can be to manage vulnerable guests while keeping both safety and respect in balance (Kostuch Media Ltd, 2024).

Reflective Observation
Reflecting on the event, I realised how essential proper training and clear procedures are for frontline staff. The initial confusion showed that there was no specific guidance on how to manage such situations, while still maintaining the guest’s dignity. Although the dissatisfaction from guests was temporary, it highlighted a training gap that could have been avoided through better communication and preparation.
Linda’s calm and steady reaction reassured both the team and the guests, showing how important emotional intelligence is in in  crisis situations. I also become more aware of my own reaction. I felt panic taking over at one point, but I managed to stay calm and think clearly. This helped me understand Goleman’s idea that emotional intelligence is not about hiding emotions, but recognising them and managing them in a balanced way (Goleman, 2001).

Critical Reflection
Kolb argues that learning happens when people analyse real events and connect them with theoretical concepts. Looking back, I identified two main issues: a lack of proper risk assessment for vulnerable guests and inconsistent communication between departments.
I also noticed that the organisational culture at Ibis Swansea is quite hierarchical. Staff follow standard procedures, but there is little flexibility in unexpected situations. This structure can limit creative problem-solving during emergencies (Jerab & Mabrouk, 2023).
Maslow’s hierarchy of needs (McLeod, 2025) is also relevant here. When guests sensed a potential threat, their comfort level immediately dropped, emphasising how important safety is in hospitality. Service recovery actions—such as offering tea, reassurance and apologies—helped rebuild trust.
From a marketing point of view, service recovery affects how guests perceive the brand and how they talk about the hotel afterwards (Kotler et al., 2022). Guests judge a hotel not only by the services it offers, but also by how well staff manage difficult situations. This incident showed me how operational challenges can become opportunities to demonstrate professionalism, empathy and leadership.

Active Experimentation
After the incident, I wanted to use what I had learned and apply it in a practical way. Fortunately, I had already completed several safety-related courses before the incident happened, thanks to Linda’s intuition to encourage us to take them at the very start of the placement. Even so, I panicked for a moment during the situation and realised how clearly my lack of experience showed,
the courses I completed—Health & Safety, COSHH, Fire Safety Awareness and Improve Your Venue’s Security—helped me understand what happened and identify what could be improved- see Appendix. This reflects Kolb’s Active Experimentation stage, where reflections turn into practical actions. It also aligns with my placement module, where I apply safety and prevention principles daily.
I suggested an improvement plan for the hotel based on industry best practices. One of the key ideas was to create a Vulnerable Guest Management Protocol, with clear steps on how to monitor and support guests with special needs or challenging behaviours. A structured checklist and better communication between departments would help prevent confusion and reduce risks (UK Hospitality; Soraso, 2025).
I also recommended organising targeted staff training, short workshops on emergency response, de-escalation and service recovery, and making space for new training needs as they appear. After any disruption, holding a quick debrief and sending a follow-up message or apology to affected guests would help maintain transparency and trust.
The expected impact of these changes is improved staff confidence and a stronger sense of safety among guests, supporting a positive and professional culture within the hotel.

Conclusion
This experience helped me understand the importance of staying calm under pressure, communicating clearly and recognising how leadership influences guest satisfaction. Working at Ibis Swansea showed me how important it is to be prepared when dealing with vulnerable guests, and how much staff behaviour affects the atmosphere and trust in the hotel.
Goleman’s emotional intelligence theory helped me contextualise my own reactions, and the reflective models supported my understanding of how learning develops from real events. Reflective observation and critical thinking lead to better decisions and more efficient operations.
In my future career, I want to adopt an emotionally intelligent approach, prioritise safety and communication, and stay calm in challenging situations. As a future leader, I aim to introduce structured training, encourage short debriefs after difficult moments and normalise emergency scenarios so that staff can feel more prepared and confident. This proactive attitude aligns with ethical and professional standards in hospitality.
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