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Introduction

Completing my 10-week placement at DoubleTree by Hilton Bristol North, working Tuesdays and Thursdays from 7:00 AM to 3:00 PM, was a valuable experience that allowed me to develop guest service skills in both the Front Office and Food & Beverage (F&B) departments. While I observed reception operations, I actively participated in breakfast service, guest assistance, and problem-solving in F&B.
To reflect on my learning and professional growth, I will use Gibbs’ Reflective Cycle (1988), which provides a structured framework for evaluating experiences and identifying areas for improvement. 
The six stages include:
1. Description – What happened?
2. Feelings – What were my thoughts and emotions?
3. Evaluation – What was good and bad about the experience?
4. Analysis – What deeper learning can be drawn?
5. Conclusion – What could I have done differently?
6. Action Plan – How will I improve in the future?

Through this structured reflection, I will critically assess key learning moments that enhanced my problem-solving, guest service awareness, and adaptability in high-pressure situations.


















· Reflection on Experience and Personal Development
Observing a Guest Check-In Issue at Reception
1. Description
During my placement, I observed a guest who arrived early for check-in, expecting their room to be ready. However, due to a booking system error, their reservation had been assigned a twin room instead of the king-size room they had originally booked.
The guest appeared frustrated and disappointed, stating that they had received a confirmation email guaranteeing a king room. The receptionist remained calm, apologized for the inconvenience, and checked the system for a solution. Since no king rooms were immediately available, she offered the guest complimentary breakfast and a discounted rate for the first night as a goodwill gesture.
2. Feelings
At first, I felt uneasy witnessing the guest’s frustration, knowing that room allocation errors can significantly impact a guest’s impression of the hotel. However, as I observed the receptionist’s professionalism and critical thinking skills, I realized that active listening and clear communication are crucial in managing guest expectations (Bardi, 2020).
3. Evaluation
The positive aspect of this situation was that the receptionist effectively managed the issue by acknowledging the problem and offering compensation, ensuring the guest left feeling valued. However, the negative aspect was that the system error should have been identified before the guest arrived, preventing the problem altogether.
4. Analysis
According to Bardi (2020), pre-arrival verification of room allocations is a critical step in ensuring guest satisfaction. A simple pre-check system could have prevented this issue, ensuring that guest expectations were met upon arrival. Furthermore, effective interdepartmental communication between the front desk and housekeeping is crucial in ensuring smooth check-in experiences (Kotler et al., 2017).
5. Conclusion
I learned that managing guest complaints effectively requires patience, empathy, and a clear focus on providing solutions rather than dwelling on the issue. Additionally, initiative-taking quality checks could minimize these problems in the future.


6. Action Plan
To improve in the future, I will:
· Learn more about hotel reservation systems and common causes of booking errors.
· Observe more guest interactions at reception to analyse different service recovery techniques.
· Recommend pre-arrival room verification procedures to prevent similar errors (Slattery, 2021).

































Managing a Beverage Shortage During Breakfast Service
1. Description
One morning during breakfast service, I noticed that the orange juice dispenser was empty, and several guests were waiting for refills. Normally, the F&B team replenishes beverages before peak hours, but due to a miscalculation in the supply order, there was no immediate stock available.
To address the situation, I:
· Informed guests immediately and reassured them that I was arranging an alternative.
· Consulted the kitchen team, who confirmed they had fresh oranges.
· Coordinated the preparation of fresh juice and personally served it to guests at their tables.
2. Feelings
At first, I felt pressured to resolve the issue quickly, as guests were becoming impatient. However, after taking control of the situation and finding an alternative solution, I felt confident in my ability to manage service disruptions efficiently.
3. Evaluation
The positive outcome was that guests appreciated the personalized service, which turned an inconvenience into a unique and memorable experience. However, the negative aspect was that better inventory tracking could have prevented the shortage in the first place.
4. Analysis
Research by Davis et al. (2021) emphasizes that effective inventory management and pre-service stock checks are essential in maintaining seamless F&B operations. A real-time tracking system could have identified the shortage earlier, allowing for an adjustment before breakfast service (Wood, 2018).
5. Conclusion
This experience taught me that quick thinking, communication, and adaptability are essential skills in guest service operations.




6. Action Plan
To improve in the future, I will:
· Learn more about F&B stock management to better understand inventory processes.
· Suggest a daily pre-service stock review to ensure all supplies are checked before peak service hours.
· Continue developing my ability to remain calm and problem-solve in high-pressure situations (Fallon & Rutherford, 2010).

































 Assisting a Guest with Mobility Challenges at Breakfast
1. Description
One morning, an elderly guest with mobility difficulties struggled to carry their breakfast plate. They seemed hesitant to ask for help but were visibly struggling to balance their food and walking aid.
I immediately:
· Approached the guest and helped.
· Carried their plate to their table and ensured they were comfortable.
· Checked in with them later to see if they needed anything else.
2. Feelings
I felt proud that I had been initiative-taking in recognizing the guest’s struggle and helping. Their smile and gratitude reinforced the importance of being attentive to guest needs.
3. Evaluation
The positive aspect was that the guest felt valued and comfortable, improving their overall dining experience. However, I realized that the buffet layout was not well-suited for guests with mobility challenges (Ransley & Ingram, 2020).
4. Analysis
According to Jones & Lockwood (2019), hotels should design service areas to be inclusive and accessible for all guests, ensuring they can navigate spaces independently.
5. Conclusion
I learned that attentiveness and small acts of service can significantly enhance a guest’s experience.
6. Action Plan
To improve in the future, I will:
· Suggest that the restaurant introduces a resolute staff-assist station for guests with mobility challenges.
· Continue practicing observant and initiative-taking guest service.
· Learn more about inclusive hospitality design (Kandampully et al., 2018).
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