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Introduction 
This reflective piece explores a critical incident from my 12-week placement at Hotel IBIS Cardiff Gate, where I rotated through various departments including Reception, Food & Beverage (F&B), Housekeeping, and Meeting/Events. The focus of this reflection is a corporate event that experienced significant logistical issues due to an unexpected increase in guest attendance. I will utilise Gibbs’ Reflective Cycle (1988) to analyse this incident, examining my actions, emotions, the outcomes, and the learning derived from the experience. This structured model provides a comprehensive framework to unpack not only what occurred but why it unfolded in a certain way and how it shaped my development. The reflection also aims to connect practical experience with theoretical concepts from the hospitality field, offering deeper insight into facilities management, team coordination, and guest service. Ultimately, this exercise highlights the value of reflection in strengthening both operational skills and professional confidence in real-world hospitality contexts.
1. Description 
During my placement, I was assigned to assist in the preparation and execution of a small corporate event at the hotel. The booking indicated an expected attendance of 15 guests, and the meeting room and catering provisions were organised accordingly. However, on the morning of the event, more than 25 people arrived. This significant increase in attendance quickly revealed multiple operational challenges, including inadequate seating, insufficient refreshments, and an overcrowded event space.
The situation became immediately tense as guests expressed discomfort and confusion. Working at the intersection of Reception and F&B duties that day, I recognised the need for swift action. The on-site stock was already allocated to other scheduled services, leaving us with limited capacity to respond internally. After a brief consultation with colleagues and approval from the duty manager, I proposed purchasing additional supplies from a nearby convenience store. I was given petty cash and promptly acquired bottled water, juices, pastries, and snacks appropriate for the event.
While I sourced the additional items, my colleagues adjusted the room layout and redirected some guests to the adjacent breakfast space to ease congestion. The response was seamless and largely invisible to attendees. Many guests complimented the staff on their attentiveness and professionalism. What began as a potentially disruptive episode turned into a well-managed recovery.
This incident served as a pivotal learning moment. It tested my ability to stay calm under pressure, exercise problem-solving skills, and work collaboratively across departments. The experience revealed both the strengths and gaps in our event planning processes and highlighted the importance of adaptability in a hospitality environment.
2. Feelings 
Initially, I felt a surge of anxiety as the discrepancy in guest numbers became apparent. I was concerned about the potential for guest dissatisfaction and worried that the situation could reflect poorly on the hotel—and on me as a trainee. The pressure of having to act quickly, while maintaining professionalism, intensified my stress.
Despite this, I also experienced a growing sense of determination. Once I identified a solution and received approval, I felt more in control and reassured that my input was valued. The teamwork and support from my colleagues further helped to alleviate my stress and allowed me to focus on implementing the solution effectively.
Following the successful handling of the situation, my feelings shifted to relief and pride. Positive feedback from both guests and colleagues validated the decisions I had made and reinforced my confidence in my ability to perform under pressure. This incident became a confidence-building experience that helped me realise the value of staying composed, thinking creatively, and trusting my instincts in operational roles. It also deepened my appreciation for the collaborative nature of hospitality work, where success is rarely the result of individual action alone, but rather shared effort and communication.
3. Evaluation 
Several aspects of the situation were handled effectively. Firstly, identifying the issue early and proposing a practical solution allowed us to mitigate the disruption. The decision to purchase additional supplies externally was simple but effective, and it was executed swiftly. This prevented any noticeable service failure and ensured guest needs were met without drawing attention to the shortfall.
Secondly, the collaboration among departments was commendable. The F&B and Reception teams coordinated their efforts efficiently, with each member contributing to the solution. The duty manager’s support, including the swift allocation of petty cash, enabled action without bureaucratic delay. This empowered environment made it easier to take initiative confidently.
However, the incident also exposed clear weaknesses in planning and communication. The discrepancy in guest numbers might have stemmed from a failure in updating records, miscommunication with the client, or oversight during internal handovers. There was no contingency plan in place for unexpected attendance increases, and the limited stock left little room for adjustment. This placed avoidable pressure on staff and increased the risk of guest dissatisfaction.
While the response to the situation was successful, it was reactive rather than preventative. The experience highlighted that while problem-solving is vital, proactive planning and risk anticipation are equally important in ensuring smooth operations. The incident was a reminder that effective hospitality requires both responsiveness and foresight.
4. Analysis 
This incident can be analysed through several key hospitality management concepts. The most prominent is service recovery—the strategies used to restore customer satisfaction following a disruption. Tesone (2010) argues that successful service recovery is rooted in staff empowerment, timely decision-making, and visible commitment to service values. In this case, the swift response and guest-focused resolution helped maintain service quality, even under strain.
Another crucial concept is contingency planning, especially relevant in event and facilities management. According to Quick (2020), effective event execution requires accurate forecasting, communication between stakeholders, and adaptable logistics. Our team’s lack of a backup plan highlighted a vulnerability in this process. While the reactive steps were commendable, the situation could have been prevented through better internal coordination and pre-event checks.
Team dynamics also played a major role. Jayanti (2023) emphasises that successful service delivery in hospitality depends heavily on cross-functional cooperation. The way in which the F&B, Reception, and Events staff collaborated under pressure demonstrated the power of collective action and shared responsibility. The teamwork not only helped resolve the situation efficiently but also ensured that no one individual was overburdened.
The emotional aspect of the incident relates to emotional labour, a recurring theme in hospitality literature. Sharma (2019) notes that hospitality professionals often manage their own stress while presenting calm and friendly demeanour to guests. This rang true for me. Although I felt pressure internally, I knew I needed to remain composed and positive outwardly, which was critical in maintaining guest satisfaction.
In summary, the event offered a real-world intersection of theory and practice, highlighting the necessity of integrating soft skills, operational planning, and guest-centric thinking in hotel environments.
5. Conclusion 
Reflecting on this experience, I conclude that the incident was both a challenge and an opportunity. It tested my resilience, decision-making ability, and communication skills under pressure. Successfully resolving the problem without guest awareness reinforced the importance of composure, teamwork, and initiative in hospitality operations.
The situation also revealed areas for improvement—most notably, the lack of contingency planning and the need for clearer communication between departments. While the problem was managed effectively, it emphasised that relying solely on reactionary measures is not sustainable in professional practice.
This experience helped me grow significantly in my confidence and understanding of real-time problem-solving. It also inspired me to take a more strategic approach to hospitality management, appreciating that proactive systems are as essential as responsive service. These insights will shape how I approach future roles in the industry, particularly in operational leadership and event coordination.


6. Action Plan 
Based on this reflection, I have identified the following action steps:
1. Advocate for contingency planning: In future roles, I will support the use of guest confirmation checklists, stock buffers, and overflow seating strategies for all events.
2. Improve technical systems knowledge: I plan to undertake training in hotel property management and inventory systems to support better decision-making and pre-event planning.
3. Foster interdepartmental alignment: I will initiate pre-event briefings involving all relevant departments to ensure clarity and preparedness.
4. Build emotional resilience: I will continue to develop mindfulness and journaling habits to manage stress and maintain professionalism in high-pressure scenarios.
5. Request regular feedback: I’ll actively seek feedback from supervisors during future placements to better understand how I can improve and contribute more effectively.
Implementing these steps will not only improve my operational capabilities but also position me to take on greater responsibilities in my hospitality career.
Part 2:
Did the student demonstrate an understanding of menu items, allergies, and service etiquette?
Razvan covered breakfast in the morning and ensured the quality was up to standard. He demonstrated good cooking skills and thoroughly cleaned the buffet afterward.It was also great to see that he showed genuine interest in learning and taking initiative.
Was the student able to deliver food and drinks promptly and correctly?
Yes, the student was able to deliver food and drinks promptly and accurately 

Did the student actively promote menu items and create a positive guest experience? 

The student showed a friendly and approachable attitude, helping to create a positive guest experience. 

Please provide specific feedback on the student’s performance in the Food and Beverage department.
The student demonstrated a positive attitude and a strong willingness to learn throughout his time in the Food and Beverage department. Razvan performed well in basic service tasks such as taking orders, delivering food and drinks, and maintaining cleanliness in the service areas. His communication with both guests and team members was polite and professional.
Did the student handle check-ins and check-outs efficiently and professionally?
The student handled check-in and check-out procedures efficiently and professionally. They greeted guests warmly, followed the correct process when entering guest details, and communicated clearly throughout each interaction.
Was the student able to provide accurate information and resolve issues effectively?
The student showed a polite and respectful attitude when dealing with guest inquiries and complaints, which is a strong foundation. However, they need to build more confidence in providing accurate information and taking initiative in resolving issues.
Did the student demonstrate proficiency in understanding/using reservation and billing systems?
The student showed a basic understanding of the reservation and billing systems and was able to complete simple tasks with guidance
How has the student contributed to your team and organisational goals? Please refer to the feedback provided above to offer the student a comprehensive and constructive evaluation that supports their reflection and personal development.
The student is a hardworking individual who effectively balanced their work, internship, and personal responsibilities. He demonstrated a strong interest in learning by asking thoughtful questions and showing curiosity about the workplace. He eagerness to improve and engage with the tasks at hand was evident.
Time Management, Behaviours and Attendance
Manage time effectively and display a hospitality mindset in order to achieve goals. Complete required hours. 
GOOD
Communication
Use speech, writing, non-verbal methods and technology to exchange information effectively. GOOD
Team Working
Build effective working relationships and collaborate with others.
VERY GOOD
Personal Enterprise
Use problem-solving to improve performance and work processes
VERY GOOD
Employability
Would you consider employing them within one of your hotel departments
GOOD


Part 3:
Time Management
Razvan demonstrated a generally satisfactory level of time management throughout his placement. Although he experienced some early challenges (missing his initial induction due to car trouble and falling behind on his hours) he made clear efforts to address these issues. As the placement progressed, Razvan caught up on the required weekly hours and successfully met the placement expectations.
From a tutor’s perspective, Razvan was reliable in attending scheduled online meetings, where he was usually punctual and came prepared. He showed a solid understanding of the placement tasks and was familiar with the expectations outlined in the handbook. 
His communication via email and messaging was prompt and professional, reflecting good online engagement skills. However, Razvan has not yet submitted a draft of his written work; doing so would provide an opportunity to benefit from feedback and could help strengthen the quality of his final submission.
During his time at the hotel, Razvan completed tasks across Housekeeping, Front Office, and Food & Beverage departments within the expected timeframes and to a satisfactory standard.
Communication
Razvan communicated in a professional and clear manner throughout his placement. During regular online meetings and email correspondence, he remained polite, respectful, and responsive. He was able to express his ideas and concerns thoughtfully when necessary and was receptive to feedback and advice.
Within the hotel environment, Razvan’s communication style was approachable and friendly. He demonstrated confidence when learning new areas of hotel operations. However, there were times where his approach suggested a focus on completing the placement requirements rather than maximising the learning opportunities available. 
Looking ahead, it would be beneficial for Razvan to define his career goals after the course and align his Level 6 placement experience more closely with these aims to gain greater value from future opportunities.
Behaviour
Razvan maintained a respectful and professional attitude throughout his placement. He adapted well across different departments, worked cooperatively with staff and peers, and carefully followed instructions.
During tutor meetings, Razvan showed a positive attitude and a willingness to learn. However, he did not often ask questions. In future, preparing more actively for meetings and seeking clarification when needed would help him get even more out of the support available.
For future placements, Razvan would benefit from showing greater initiative, fully committing to the learning experience, and proactively seeking out additional development opportunities. This approach will support his continued growth in confidence and leadership skills.
Problem-Solving
Razvan demonstrated good initial problem-solving abilities during his placement. He was proactive in asking for clarification when needed and showed sound judgement when managing tasks such as guest inquiries.
In our discussions, Razvan displayed self-awareness when facing challenges and showed a genuine willingness to accept feedback and apply it to improve his performance.
Looking ahead, further developing his ability to take initiative in unfamiliar situations, such as proposing solutions or stepping forward without needing direct guidance, will help to strengthen his overall professional skills. Razvan is encouraged to build on the confidence gained during this placement and apply these experiences to maximise his development during the Level 6 placement.
Part 4: Reflection on Hotel and Academic Tutor Feedback
Introduction 
This section reflects on the personal and professional development I experienced during my 12-week placement at Hotel IBIS Cardiff Gate, based on feedback from my academic tutor, Daniel Payne. The feedback was provided following scheduled online meetings and was based on my performance across multiple departments, including Reception, Food & Beverage, Housekeeping, and Meeting/Events. It addressed my strengths in communication, professional conduct, problem-solving, and adaptability, while also identifying areas for development such as initiative, time management, and active engagement in learning opportunities. This reflection aims to explore the impact of that feedback on my self-awareness, skills, and future growth. Using a structured format, I will summarise the key points raised by my tutor, evaluate how they influenced my understanding of my performance, and outline a realistic action plan to enhance my future development, especially in operational roles that require responsibility, independence, and leadership potential.

1. Understanding the Feedback 
The feedback provided by my academic tutor was comprehensive and balanced. It highlighted several areas of strength in my placement while also identifying key opportunities for development. One of the main strengths noted was my professional communication. My tutor commended the way I conducted myself in online meetings and email correspondence, noting that I was polite, responsive, and respectful. This mirrored my communication style at the hotel, where I remained approachable and confident when interacting with guests and staff.
Another strength identified was my reliability. Although I faced a challenge early in the placement when car trouble caused me to miss the initial induction and fall behind on hours, I was able to catch up over time. My tutor acknowledged the effort I made to meet the required placement hours and complete my assigned tasks across departments. This reflected well on my commitment and ability to recover from early setbacks.
My problem-solving skills were also recognised. My tutor noted that I demonstrated sound judgement and self-awareness when facing challenges and that I was willing to apply feedback to improve performance. This aligned with real-life scenarios during my placement, such as addressing unexpected guest turnout during an event by taking initiative to restock F&B supplies.
However, the feedback also pointed out areas where I could improve. One area was initiative. While I fulfilled placement requirements, my tutor observed that I could have shown more proactive learning by seeking additional development opportunities and engaging more deeply in tutor meetings. I also did not submit a draft of my written work early, which limited the chance for constructive feedback.
Another area was goal alignment. My tutor recommended defining my career objectives more clearly and using future placements to support those aims. This feedback encouraged me to think more strategically about how to maximise placement experiences.

2. Impact of the Feedback 
Receiving this feedback helped me reassess my approach to professional development. Knowing that my communication, reliability, and willingness to improve were recognised gave me confidence in my ability to perform in a real hotel environment. It validated that I have a solid foundation of soft skills that are essential in hospitality, especially when working across departments where professionalism and responsiveness are key.
The feedback also helped me understand the difference between meeting expectations and exceeding them. Although I was punctual and met the tasks assigned to me, I now realise that there’s greater value in actively seeking out learning opportunities rather than simply completing requirements. For example, I could have asked more questions during tutor meetings or volunteered to shadow senior staff during quieter periods to gain insight into leadership roles or operations management.
I also gained a new perspective on long-term planning. My tutor’s advice to align future placements with career goals encouraged me to think beyond the short-term tasks. It reminded me that placements are not just academic requirements—they are stepping stones for career development.
Finally, the feedback about submitting written drafts showed me the importance of using available support effectively. By delaying submission, I missed the opportunity for feedback that could have improved my final work. Moving forward, I intend to be more proactive in seeking early guidance.
This feedback reshaped my attitude towards self-initiative and continuous learning, both of which are vital for advancement in hospitality management.

3. Action Steps for Growth 
Based on my academic tutor’s feedback, I’ve outlined several action steps to enhance my development in future placements and professional roles.
1. Set clear career goals:
I will take time to reflect on and define my long-term career aspirations in hospitality. Whether I aim to specialise in operations, event management, or front office leadership, having clear goals will help me align future placement tasks with relevant learning objectives.
2. Improve initiative and engagement: 
In upcoming placements, I will proactively seek out additional responsibilities and ask questions to deepen my understanding. I’ll approach tasks not only to complete them, but to learn from them. This includes preparing questions before tutor meetings and participating more actively in reflective discussions.
3. Use academic support effectively:
I will make it a priority to submit drafts or outlines for review during assessment periods. This will ensure I receive constructive feedback in time to apply improvements. I also plan to schedule one-on-one feedback sessions if possible.



4. Enhance technical proficiency:
To complement my communication and problem-solving strengths, I will continue learning hotel systems and event planning processes. Enrolling in an online course or requesting training from future employers will help fill these gaps.
5. Track and reflect progress:
I’ll maintain a reflective journal to document new situations, feedback received, and how I responded. This will help me monitor growth and continuously adapt.
By implementing these steps, I aim to become a more independent, initiative-driven, and strategically focused professional.
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