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[bookmark: _977njq4fzu4s][bookmark: _Toc214024167]Introduction 
During my placement, I was working at Novotel Milton Keynes in the front office department. My primary role included guests’ check-ins and check-outs, managing reservations and responding to general enquiries (Liwanag et al., 2024). I worked closely with my manager Arun, and senior receptionist Ivana, who supported me throughout my placement by offering guidance, feedback and encouragement.

This placement provided me with the opportunity to develop practical skills in customer service, problem-solving and teamwork (ASET, 2017). I have chosen to use Gibbs' reflective cycle to reflect on my experience as it enables structured thinking about experiences by stating, analysing, judging and evaluating them (Robson, 2022). The purpose of this reflection is to critically examine my professional and personal development since my Level 4 placement and to evaluated how my academic learning has been applied in practice. This log will draw on specific scenarios from my placement, explicitly referencing the Hospitality and Guest Services and Management and Organisational Behaviour modules and linking relevant frameworks such as Kolb’s Experiential Learning Cycle and Maslow’s Hierarchy of Needs.


[bookmark: _l22xi1xvs9yn][bookmark: _Toc214024168]Reflection 
Reflecting on my placement at the Novotel, I was assigned to the reception department where I learned the basics of front desk operations and customer service. Hospitality and Guest Services and Management and Organisational Behaviour modules taught me the importance of communication, professionalism and the operation side of hotel administration such as check-ins, booking and guest inquiries. These modules and my Level 4 placement provided me with understanding of hotel operations. During my Level 6 placement, I felt more confident but aware that I need to develop my skills further and ensure that I am able to handle complex situations independently. This transition from Level 4 to Level 6 was a major transition, but I was keen to take on more responsibilities. I have used the six stages of Gibbs’ Reflective cycle to critically review my experiences during my placement (Gibbs, 1988). 

Scenario 1 Description: 
One of the most important experiences that I had to handle was managing a group booking for a business conference. There were 20 guests involved, and they had certain preferences in terms of orders, including the room preparation, food preferences, and early arrival (Gonzalez-Gonzalez et al., 2021). I coordinated with housekeeping for room readiness and catering for dietary requirements and conference team for meeting rooms readiness (Wood, 2013). This is one of the experiences that entailed planning, detailing and effective communication.

Feelings: 
Initially, I felt scared and anxious by the scale of the task. I feared about making mistakes and leading to poor guests’ experience. However, this booking was my responsibility, and I felt motivated to prove my competence. 

Evaluation:
The experience was challenging but valuable, I successfully coordinated with various departments to ensure the event ran smoothly. However, poor communication caused delay in preparing rooms for two guests. This taught me the importance of better time management and attention to details. Working with housekeeping, catering and conference teams has taught me the importance of teamwork and clear communication in order to work effectively (Belbin and Brown, 2022). 

Analysis:
I reflected on this scenario using Kolb’s Experiential Learning Cycle, and I realised that the experience of managing the booking allowed me to apply knowledge learned during the Hospitality and Guest Services module, especially during task management and coordination between different departments. Furthermore, Maslow’s Hierarchy of Needs (Talebi et al., 1013) was also relevant in this situation, as I prioritised guests’ needs such as clean room or timely service before addressing higher level request. I also recognised that my Level 4 experience has helped me prepare for the more technical aspects, but I still needed to further develop my organisational skills. 

Conclusion:
This experience helped me learn that event management requires operational knowledge, effective communication and problem-solving skills. I also realised that anticipating issues is as critical as addressing them. This situation has helped me became more confident in tackling tasks alone and making decisions.

Action Plan:
In the future I am planning to implement a checklist system to ensure that every customer’s requirement is met and confirm plans with each department in advance. I also plan to seek feedback from colleagues after major events to ensure I improve my skills. 

Scenario 2 Description: 
The other significant experience was handling a guest complaint about a delayed room check-in. The guest was not content and insisted on talking to the manager. I engaged the guest and offered an apology for the inconvenience, and offered a solution, which included a complimentary dinner. I was also calm and professional in every situation, and it contributed to the successful resolution of the issue.

Feelings:
The complaint made me feel nervous and worries that I might not be able to resolve the situation and ensure that the guest is satisfied. However, I remembered what I have learnt from the Hospitality and Guest Services module about staying calm and empathetic. Simultaneously, I was eager to apply the Level 4 knowledge and skills that I acquired to practice. This experience pushed me to get out of my comfort zone and enabled me to develop professionally (Felce, 2019). 

Evaluation:
The guest complaint resolution helped me to understand that it is necessary to be patient, empathetic, and communicate effectively (Kerum and Vukovic, 2022). I was taught that listening and being aware of the needs of the guests are relevant skills in the hospitality industry. The guest appreciated my listening, apology and complimentary service and thanked me for resolving the issue. However, I realised that the complaint could have been avoided with earlier communication with housekeeping. 

Analysis:
Reflecting on Gibbs’ Reflective Cycle, I realised that my initial reaction was to avoid conflict, but empathy and clear communication turned it into a positive outcome. This experience reinforced the importance of emotional and active listening (Kerum and Vukovic, 2022). It also reminded me of the value of “reflection in action” (Schon, 1983) as I had to think on my feet and adapt in real time. 

Conclusion:
I learnt that handling complaints effective can help with guests’ loyalty. I have also enhanced my problem-solving skills as I handled complaints and coordinated guest requests. I also realised the importance of following up on guests requests to prevent issues from escalating.
 
Action Plan:
In the future, I will set reminders to check on guests requests, received by emails or calls and communicate early with other departments. I will continue to use the experience gained in the past and further develop by using my colleagues’ feedback. I also would like to participate in additional training on conflict resolution to further develop my skills. 

Integration of Theory and Practice 
During my placement I have found that theories and modules learnt, have provided valuable framework for understanding and improving my work. For example, Kolb’s Experiential Learning Cycle helped me deal with new experiences and apply lessons learned for future situations. Maslow’s Hierarchy of Needed helped me understand prioritisation of guest services, ensure basic needs are met before more complex requests. The Hospitality and Guest Services and Management and Organisational Behaviour modules gave me the understanding to be able to approach challenges with confidence. However, I have also became aware that sometimes I needed to rely on intuition and adapt quickly rather than only relying on academic learning. 

[bookmark: _jzd1obyb8mw4][bookmark: _Toc214024169]Conclusion and Development Plan 
My field experience at Novotel has enabled me to acquire some relevant skills in the hospitality industry and extend the skills developed during my Level 4 placement and academic modules. These have helped me enhanced my communication skills and the ability to manage complex situation effectively across different departments.  
[bookmark: _35j1u3lh0up1]To be able to grow in the future, I aim to further develop my cross-department communication, my time management skills during peak periods, and learn more regarding the hotel management software. To ensure that I achieve my development goals I will attend advance training sessions, seek feedback from colleagues and set up targets to improve and respond to guests requests quicker. I will also continue to integrate my academic learning together with my practical experience, this will help me become more confident and prepared for a supervisory role in the hotel administration.  
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