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[bookmark: _Toc212929884]Introduction 
As a part of my placement in the Novotel Ipswich, I was working in the Hotel Administration department, which mainly deals with the Hotel in the Reception/Front Office and Sales sections. I was engaged to help with the guest check-in processes, handle the guest enquiries, and help the front desk staff to provide outstanding customer-related services. I have been working very closely with the other colleagues Tony, Denise, and Geoff who coached me on how to grow professionally and find ways to balance theory with practice (ASET, 2017). The department that was concentrating on the efficient administration, communication with the guests, and control of the tasks were relevant to my future career in hotel management. To prepare this reflection, I will appeal to Gibbs Reflective Cycle, which includes event description, identification of the event, and preparation of the action plan according to the lessons obtained. This reflection is aimed at critically assessing the professional development that I have experienced, drawing on the prior academic knowledge, and pinpointing the areas in which I will be able to improve my practises in hotel administration and management further. 
[bookmark: _Toc212929885]Reflection 
[bookmark: _Toc212929886]Level 4 Placement Experience and Its Preparation 
At my Level 4 placement, I was placed in the Housekeeping and the Guest Services department. This experience provided me with a good base on interaction of guests and managing operations. I understood the significance of guest satisfaction, communication skills, and task delegation. This became the foundation of my current position in Hotel Administration. Specifically, what the Hospitality and Guest Services module taught me concerning guest services and service recovery was the most useful when handling guest enquiries and guest complaints in Novotel Ipswich (Novotel.suffolk-hotels.co.uk, 2025). This knowledge base has been used to assist me in adapting to the rapid environment in the Front Office where effective communication and effective management of tasks are paramount. 
[bookmark: _Toc212929887]Reflective Scenario 1: Handling a Guest Complaint at Check-In 
What happened? 
During my placement in Novotel Ipswich, I happened across a scenario involving a customer complaining against a booked room that was prolonging the check-in time. The guest felt frustrated and this influenced his mood. Because of holding the reception team membership, I had a role in controlling the situation, making the guest satisfied, and preserving the image of the hotel as the service-established one (Felce, 2019). 
How did I respond?
Based on the theories of service recovery that I learned in the Hospitality and Guest Services module (Level 4), I had to apologise to the customer, understand his frustration, and provide a free upgrade to a more superior room. I offered a voucher to the restaurants of the hotel as goodwill. The service recovery paradox informed this decision, as a complaint mismanaged may lead to negative experience occurring. However, a complaint that is properly managed may result in a positive experience (Vallen and Vallen, 2014).
What I learned and how I applied previous learning?
It is based on this experience that I strengthened my principles in service recovery strategies, especially the significance of empathy, proactive solutions, and communication. Another lesson I learned during the Marketing Essentials module (Level 4) was the handling of guest expectations and I was able to use the given lesson by providing the guest with alternative choices without compromising the hotel standards (Wood, 2013).
Reflection on Challenges and Development: 
This situation displayed the difficulty of handling dissatisfaction of the guests in extreme circumstances. It has strengthened the importance of emotional intelligence and conflict management in ensuring guest satisfaction. This experience enabled me to hone on my techniques of solving problems, whereby I learnt how to foresee issues of the guests before they were blown out of proportion and how to avoid wasting time on them (Martin, 2020).
[bookmark: _Toc212929888]Reflective Scenario 2: Organizing a Corporate Event 
What happened?
As a part of the placement, I helped with planning a corporate event in Novotel Ipswich. The event involved liaising with different departments like Sales, Catering, and housekeeping departments to take care of all the logistical issues. I had to deal with the client, ensure that the event took place as scheduled and deliver on the necessary amenities and equipment.
How did I respond?
By applying the understanding of event management that I gained during the Service Operations Management module (Level 5), I was able to design an elaborate checklist and schedule of the event and make sure that everything was in place following the stipulated deadlines. I worked together with the Sales Manager to ensure that the event was designed according to the requirements of the client without compromising on the standards of Novotel.
What I learned and how I applied previous learning?
This experience contributed to the essence of being an organisation and team player. Using the project management skills, I was able to delegate well and ensure that the event was a success. The benefit that I understood in the Management and Organisational Behaviour module (Level 5) was the importance of leadership and working in teams in management of events that I translated into facilitation of communication between the diverse departments involved (Brotherton and Wood, 2008).
Reflection on Challenges and Development: 
Putting the event together illustrated the issue of coordination among the various stakeholders and the easy flow of communication among departments. It informed me about the significance of time management and use of resources. The scenario enabled me to become more proficient in delegation and understand how to prioritise tasks and make decisions depending on their urgency and importance (Brotherton and Wood, 2008).
[bookmark: _Toc212929889]Linking Academic Theories to Practice 
Gibbs’ Reflective Cycle: 
I used the Reflective Cycle by Gibbs to learn about the experiences and enhance my responses in both scenarios. Description consisted of retrieval of certain situations, including guest complaint and event organisation. The Feelings phase involved me thinking about how I felt in these experiences, and how I was scared or worried (Amicarelli et al., 2022). The evaluation phase enabled me to evaluate the success of what I did including the satisfaction of the guest at the end of the complaint-handling phase and what required improvement to be done like ensuring that ahead communication was done about overbooking (Hotelowner.co.uk, 2025). The analysis stage describes how the different real-life cases were regarding the academic theories especially, service recovery, and event management. I created an Action Plan to overcome any weaknesses, including better foresight to possible complaints and to make the processes of event coordination easier. 
Kolb’s Experiential Learning Cycle: 
It was also based with the reflection process which entailed Kolb Learning Cycle wherein I was able to evaluate every experience (e.g. complaint of guests and organisation of event) and formulate strategies to improve them and test them at the next occurrence of a similar event. The method allowed me to learn more about theory and practise, which formed a continuous learning cycle (Alananzeh et al., 2023). 
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My experience in Novotel Ipswich has made me reflect on the significance of proper communication, problem-solving, and team plays in hotel management. The service recovery and event management theories have been used to improve my skills in dealing with the satisfaction of guests and orchestrating complicated tasks in a very substantive way. 
[bookmark: _Toc212929892]Areas for Improvement 
Among the areas of opportunity are the use of data to make decisions in Revenue Management. Knowledge on how to use data to make prices, predict a future, and allocate resources is essential in the modern competitive hotel industry. Digital literacy is another field where the company can expand, including the utilisation of advanced hotel management software to facilitate the work of administrators and enhance their effectiveness. 
	Development Goals
	Actions to Achieve
	Timeline

	Improve Revenue Management
	Attend workshops on pricing strategies and financial forecasting.
	6 months

	Enhance Digital Literacy
	Complete training on hotel management software.
	3 months


Table 1: Development Action Plan 
(Source: Self-made) 
These objectives will assist me to polish my administration skills and improve my future employability in hotel management. 
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