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[bookmark: _Toc213605487]Introduction
This reflective report reflects on personal and professional growth during the placement in the Reception Department of DoubleTree by Hilton Stratford-upon-Avon. My duties included checking-in and out  of guests, service reservations, service problem solving, and maintaining service standards. I was accompanied by my colleague, Chloe Bowden, on a daily basis. Organising the reflection based on the Reflective Cycle developed by Gibbs (1988) makes learning in the stages of description, emotion, evaluation, analysis, conclusion, and action planning possible. Two important scenarios of guest interactions are examined and these scenarios demonstrate the connection between the experiences during the Level 4 placement and theoretical learning obtained in Business Skills for the International Hotel Industry and Hospitality and Guest Service Management in academic modules. The major theoretical paradigms, the Six Steps to Deliver Quality Guest Service, the Service Recovery Paradox, and the Four Steps to Creating a Service Culture, are used to link theory into practices.
[bookmark: _Toc213605488]Main Body
[bookmark: _Toc213605489]Scenario 1
[bookmark: _Toc213605490]Description
In my placement at DoubleTree by Hilton Stratford-upon-Avon, I assisted an accessibility related issue when while working with my colleague, Chloe. One couple of the guests came to the reception complaining about the facilities in their King Junior Suite room. The suite had a bathtub rather than the walk-in shower that was required  by the wife, given that with guest were are not very mobile. Furthermore, the showerhead unit in the suite was not working, thus making the guest even more struggling.
[bookmark: _Toc213605491]Feelings
First, I felt a certain level of fear and apprehension as the accessibility issues required a very delicate and sensitive strategy. However, I remembered a similar event that occurred during my placement at Premier Inn Evesham, in which a manager solved a problem a guest had calmly and confidently. This reminded me of the importance of being calm when communicating and being empathetic to the client. According to Tian and Hebron (2024), the importance of effective communication and critical problem-solving skills of staff helps guests in resolving their issues and maintaining their relationships with customers. Therefore, I tried to be calm, professional and at the same time make the guest feel that they were given attention and honoured.
[bookmark: _Toc213605492]Evaluation
I worked in collaboration with Chloe to offer the guests an alternative: a twin room with a walk-in shower. The couple also preferred their original suite; after seeing the alternative, they felt comfortable and preferred the King Junior Suite because of its design and comfort of the room. They also asked for the defective showerhead to be fixed. Consequently, we immediately notified the maintenance department on the matter to address the problem. Though the first contact was a complaint, the guests later expressed appreciation of the way the problem was handled with care and respect.
[bookmark: _Toc213605493]Analysis
This situation perfectly reflected the learning outcomes that were outlined in the Hospitality and Guest Service Management module, especially those that dealt with guest service, handling complaints, and brand reputation. It was possible by following the Six Steps to Deliver Quality Guest Service framework, which suggests a logical method of service excellence by identifying problems, proposing solutions, and empowering staff members (Singgalen, 2025). For example, we were aware of the guests’ needs, provided an alternative, involved maintenance, and maintained open communication.
Moreover, the methodology demonstrated the Four Steps to Creating a Service Culture framework, where active involvement of employees and focus on high-quality service are of the utmost importance (Hospitality Institute, 2024). I applied these modules while working together on problems strengthened teamwork, accountability and trust with the guests.
[bookmark: _Toc213605494]Conclusion
This has been emphasised by the experience of knowing that quality service goes beyond solving problems to include the way in which the guests are handled in the process. With the combination of theoretical knowledge, emotional intelligence and communication skills, we transformed a possible service failure into a positive experience.
[bookmark: _Toc213605495]Action Plan
	Action
	Specific Goal
	Measurement
	Attainable
	Realistic
	Timely

	Improve Accessibility Awareness
	Participate in accessibility training.
	Completion of the course.
	Attend training on accessibility.
	Apply learning to future guest interactions.
	By 01 December 2025

	Follow-up on Maintenance
	Develop a procedure to follow-up on maintenance requests.
	Track guest satisfaction after issue resolution.
	Establish a routine to follow-up.
	After issues are addressed.
	By 01 December 2025


Table 1: SMART Action Plan
(Self-Developed)
[bookmark: _Toc213605496]Scenario 2
[bookmark: _Toc213605497]Description
On a weekday shift on my placement at DoubleTree by Hilton Stratford-upon-Avon, a guest presented himself at the reception in an obviously distressed state. He had been penalised a parking fee after having a meal with his sister who was another guest at our hotel. The guest did not know the 15-minute free parking period and thus overstepped it. Since the operation of the car park is handled by a third-party as opposed to the hotel, this issue had to be resolved with a third party. The guest also complained about having mobility problems while walking, which escalated the importance and sensitivity of the case.
[bookmark: _Toc213605498]Feelings
At the beginning, I was little anxious, which was caused by the difficulty of working with third-party guidance and threat of appearing to the guest as someone who was avoiding his issue. However, I based on communication skills developed throughout the Level 4 Business Skills module. The training focused on active listening, clarity and empathy in addressing customer issues especially in critical situations.
[bookmark: _Toc213605499]Evaluation
My colleague Chloe and I started by giving the guest a good hearing to hear his side of the story and recognising the inconvenience this guest had experienced. I promised that we would follow up with him. We made a call to the parking service provider after collecting the relevant information to confirm the penalty. The provider agreed to withdraw the penalty which I informed the guest about. He thanked us heartily, and seemed to be a relieved man.
[bookmark: _Toc213605500]Analysis
This episode helped strengthen the importance of guest-based service recovery. Service Recovery Paradox, is a hypothesis that successfully overcoming service failures can generate greater levels of customer satisfaction compared to the circumstances where the problem does not occur at all (Edstrӧm et al. 2022; Lunardo, Cusin and Flacandji, 2023). In addition, the case highlighted the importance of key modern skills such as digital communication, adaptability, and emotional intelligence, which are becoming essential in modern hospitality environments. For example, these soft skills and communication approaches helped me handle the situation and provide a solution that enhanced the overall experience of the guest.
[bookmark: _Toc213605501]Conclusion
The situation explained how good communication and problem-solving are not only solutions to the problem with the guest but to gain trust and loyalty. Using the theory in a real-life situation improved my effectiveness and confidence in addressing external service conflicts professionally and with concern.
[bookmark: _Toc213605502]Action Plan
	Action
	Specific Goal
	Measurement
	Attainable
	Realistic
	Timely

	Enhance Third-party Communication
	Improve communication with third-party service providers.
	Resolve at least 90% of third-party complaints effectively.
	 Regularly review third-party service contracts.
	Maintain clear communication.
	By 02 December 2025

	[bookmark: _Toc213605368][bookmark: _Toc213605503]Customer Relationship Management
	[bookmark: _Toc213605369][bookmark: _Toc213605504]Develop skills in managing distressed guests.
	[bookmark: _Toc213605370][bookmark: _Toc213605505]Successfully manage 3 similar complaints.
	[bookmark: _Toc213605371][bookmark: _Toc213605506]Practice empathetic communication and problem-solving with guests.
	[bookmark: _Toc213605372][bookmark: _Toc213605507]Document incidents for learning.
	[bookmark: _Toc213605373][bookmark: _Toc213605508]By 02 December 2025


Table 2: SMART Action Plan
(Self-Developed)
[bookmark: _Toc213605509]Conclusion and Development Plan
The placement has been of essential importance in supplementing the confidence of the learner, developing practical decision-making skills, and transferring theoretical constructs into the practical guest-service situations. The two cases illustrate how the different models like the Six Steps to Deliver Quality Guest Service, the Service Recovery Paradox, and the Four Steps to Creating a Service Culture are the pillars of effective service delivery to guests. Cooperation with colleagues enhanced communication skills and responsibility systems even more.
Further growth will entail the systematic enhancement of the knowledge related to the third-party service policy and its supplementation with the rich experience of in-house training sessions dedicated to the aspects of access, non-verbal communication, and service recovery. Ongoing self-reflection and the systematic integration of the feedback are expected to form the basis of the archieving highly competent front-office professional.
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