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Part 1
Introduction
My placement took place at Hotel IBIS Cardiff Gate, a budget hotel operated by ACCOR, located at a motorway services site just off the M4. I was assigned to the Food and Beverage (F&B) department but often supported other areas such as reception. My responsibilities included setting up the breakfast buffet, preparing and serving food, washing dishes, maintaining kitchen hygiene, assisting with inventory, and fulfilling stock orders. A significant part of my placement was managing the breakfast shift, particularly challenging during weekends when guest numbers increased substantially. This reflection focuses on one such weekend morning that tested my multitasking, communication, and leadership under pressure. I will use Gibbs’ Reflective Cycle (1988) to explore the experience and how it contributed to my personal and professional development.
1. Description
One Saturday morning during my placement, I was scheduled to start at 7:00 a.m. for the breakfast shift. On a typical weekday, we served between 5 and 30 guests, and weekend volumes usually remained manageable. However, on this day, we unexpectedly received over 100 guests due to an unanticipated last-minute group booking. The hotel team had not been informed in advance, and there was no formal preparation for such high volumes.
Upon arriving, I began my usual duties—ensuring the buffet area was clean, food was prepared, and all breakfast items were stocked. Very quickly, however, the surge of guests overwhelmed our capacity. We ran out of clean plates and cutlery, food trays emptied quickly, and tables filled up faster than they could be cleared. At the same time, I was required to cover reception duties intermittently, answering guest questions and assisting with check-outs.
I was constantly switching between tasks: cleaning tables, restocking the buffet, preparing more food in the kitchen, and running dishes through the dishwasher. On top of this, many of our guests spoke only Romanian, and as a Romanian speaker, I naturally became the point of contact for them—interpreting requests and helping my English-speaking colleagues communicate. Although the situation was hectic, I managed to support both the team and the guests effectively, ensuring service continuity without significant delays.

2. Feelings
When I realised the number of guests we were serving, I initially felt a strong rush of urgency. However, this quickly transformed into focus. I didn’t feel anxious or panicked; instead, I felt engaged and confident, primarily due to my background of over 12 years in hospitality. I had experienced high-pressure environments before, and I saw this as an opportunity to prove my value.
I also felt proud to be trusted with so many tasks, especially considering I was still technically a placement student. My colleagues leaned on me for guidance, and my ability to switch roles and communicate across languages was well received. However, I did feel some frustration—not with anyone personally, but with the situation itself. The lack of preparation or communication about the booking had left us vulnerable.
Despite that, I kept my composure and maintained a professional attitude. I felt fulfilled by the end of the shift. The satisfaction came not just from surviving a demanding service, but from knowing I played a key role in keeping the operation running smoothly.
3. Evaluation
There were several positive outcomes from this experience. Firstly, our team demonstrated excellent adaptability. Even though we lacked a formal plan, we adjusted quickly. Each person intuitively picked up the slack, and our verbal communication was constant and effective. I believe my multitasking and ability to prioritise were major assets. I could read the room, spot what needed attention, and act swiftly.
Another positive element was my use of language. Many guests struggled to communicate in English, and my ability to speak Romanian significantly improved their experience. It also alleviated pressure on my colleagues, who otherwise would not have been able to understand these guests.
However, there were clear downsides. The lack of clean plates and cutlery was a preventable issue. A better inventory check the night before, or even a quick review in the morning, could have helped us avoid this bottleneck. Additionally, while I was effective, I took on too much alone. I didn’t delegate smaller tasks to colleagues, even when I could have. My instinct to “do it myself” sometimes slowed things down, especially when others could have helped with simple actions like collecting dishes or directing guests.

4. Analysis
This experience reflects several theoretical frameworks discussed in hospitality operations and management. First, it highlights the significance of time management under pressure, aligned with principles described by Drucker (2006), where managers or operatives must prioritise effectively during time-sensitive situations.
Secondly, the team’s behaviour paralleled Tuckman’s (1965) group development theory. Without structured planning, we entered the “performing” stage of group dynamics. There was no formal leader, but the team cooperated efficiently through mutual understanding and shared responsibility. We intuitively played to our strengths.
I also implemented FIFO (First In, First Out) storage practices while restocking buffet items. This ensured food safety and contributed to maintaining health standards, as recommended by Andersen et al. (2023) in food safety literature.
Cultural competence also emerged as a crucial factor. Grönroos (1984) emphasised perceived service quality as a combination of outcome and interaction. By speaking Romanian, I met guest expectations more personally, enhancing their satisfaction and our overall service rating.
Additionally, I began to realise that my actions resembled the qualities of a transformational leader—not through title or authority, but through action, calmness, and proactive support. These leadership traits were evident even without formal recognition.

5. Conclusion
This event was a major turning point in my placement experience. I reaffirmed many of my existing strengths: quick thinking, strong work ethic, multilingual communication, and problem-solving. I also learned how important it is to stay calm and resourceful when challenges arise unexpectedly.
Yet, I also recognised some key areas for development. I need to work on my delegation and communication under pressure—not just doing the work myself, but actively engaging others in efficient ways. I also learned the importance of preparing for unexpected circumstances and how simple pre-service checks can prevent critical bottlenecks during service.
Furthermore, I realised that informal leadership is just as valuable as formal titles. The way I acted set a tone for the shift, and that influence carried real weight. This reflection helped me see leadership not just as a position but as a set of behaviours that impact others.
6. Action Plan
To build on what I learned, I will start with some practical changes. First, I plan to create a pre-shift checklist that includes stock verification for plates, cutlery, and essential food items. Even if this is not officially required, I will take initiative in doing it myself or suggest it to the team.
Next, I will practice delegating during peak times. For example, when cleaning tables or replenishing food, I will ask others for support, freeing myself up for more critical or complex responsibilities. I understand now that teamwork isn’t about doing everything—it’s about doing the right things and enabling others to help.
I also intend to use post-shift reflection more actively. I’ll make it a habit to mentally review each shift—what worked, what didn’t, and what can be improved. This will keep me learning in real time and help me adjust quickly.
In terms of guest service, I will continue using my language skills and expand them if possible. Learning key phrases in other commonly spoken languages among guests (e.g. Polish or Arabic) could further boost my value as a service provider.
Finally, I want to take more initiative in improving operational efficiency. I will suggest practical changes to the breakfast layout or item sequencing, particularly in ways that streamline the flow during busy periods. Small changes, like relocating coffee cups or adjusting where trays are placed, could significantly ease service stress.
Conclusion
Reflecting on this experience through Gibbs’ model has deepened my understanding of what it means to be a hospitality professional. The weekend breakfast shift pushed me to perform beyond expectations, revealing both personal strengths and areas for development. I saw the value of calm leadership, clear communication, and cultural awareness in delivering excellent service, even under stress.
Most importantly, this reflection reinforced that learning doesn’t end at task completion. It continues through reflection, adaptation, and action. Moving forward, I will take a more proactive, thoughtful, and strategic approach in my role—one that focuses on both service excellence and team collaboration. These are the qualities I intend to develop and carry into my future career in hospitality management.
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: 
Introduction
Feedback is an essential part of professional growth, especially in a placement-based learning environment where practical application meets academic expectations. During my placement at Hotel IBIS Cardiff Gate, I received formal feedback from both my hotel mentor and my academic tutor. The hotel mentor praised my initiative, reliability, and positive contribution to the team, while the academic tutor provided more developmental insights, particularly around long-term growth, career planning, and initiative. This reflection aims to explore and interpret the feedback I received using a structured approach: understanding the content of the feedback, analysing its personal and professional impact, and identifying specific actions I will take to improve in future placements and professional settings.
1. Understanding the Feedback
My hotel mentor described my work as highly valuable, noting that I “helped a lot” during the placement. They appreciated my ability to take initiative, ask relevant questions, and handle important tasks independently. One of the most meaningful comments was that I “brought my touch” to the team. Although I was not a permanent employee, I was trusted to manage buffet preparation, food service, inventory tasks, and support front-desk operations. They also noted that I was consistent and dependable, which indicated that I had earned their trust in a relatively short time.
My academic tutor offered a broader and more critical viewpoint. He acknowledged my professional conduct, good communication during meetings, and overall reliability throughout the placement. However, he highlighted several areas for development. He observed that I occasionally approached tasks with a mindset focused on fulfilling basic requirements rather than exploring deeper learning opportunities. He also pointed out that I had not fully taken advantage of tutor support—for example, by not submitting a draft for review—and that I should seek to clarify my long-term career goals. Furthermore, he recommended that I show greater initiative by identifying areas for improvement and taking proactive steps to develop myself, especially during Level 6.
There are clear overlaps in both feedbacks. Both my mentor and tutor recognised my professional behaviour, consistency, and reliability. The main difference lies in perspective: my mentor focused on operational contribution, while my tutor emphasised self-directed growth and strategic career thinking.
2. Impact of the Feedback
The feedback from both sources had a significant impact on how I evaluated my own performance and growth. The mentor’s comments were particularly encouraging because they validated my practical contributions. Being trusted to work independently and praised for bringing a personal impact to the team boosted my confidence. I had often questioned whether I was doing enough as a placement student, but this feedback assured me that I had exceeded expectations.
However, it was the academic tutor’s feedback that pushed me to think beyond day-to-day tasks. His comments prompted deeper reflection on how I approach professional development. For example, I hadn’t previously considered that not submitting a draft limited my opportunity to receive constructive criticism. I now understand that using available academic resources more proactively could have helped me produce stronger work and demonstrated greater initiative.
His feedback also reshaped how I think about placements in general. Until then, I treated the placement mostly as an obligation to be completed. I focused on doing a good job operationally, but I didn’t always stop to reflect, ask for feedback regularly, or set clear learning goals. The tutor’s suggestions helped me realise that placements are more than just a chance to work—they’re a chance to shape a professional identity.
Additionally, I saw that although I was performing well, I wasn’t always taking ownership of my learning. For example, I could have asked to observe or assist in more front office or housekeeping tasks to gain a broader view of hotel operations. I also could have been more involved in suggesting operational improvements, like adjusting buffet layouts or streamlining morning procedures. These missed opportunities stood out clearly in hindsight after reading the tutor’s feedback.
3. Action Steps for Growth
To address the developmental areas identified in the feedback, I am committed to taking several clear and structured steps in my future placements and professional roles.

· Define Career Goals Clearly:
The first and most fundamental step is to develop a clearer vision of where I want my career to go. I have already started exploring potential paths, such as becoming an F&B Supervisor, then moving into hotel operations management. I will create a personal development plan that maps out required skills, training, and experiences aligned with these goals.
· Engage More Proactively with Tutors and Mentors:
In future placements, I will schedule check-ins with my academic tutor not just for updates but also to seek developmental advice. I will also make sure to submit drafts or reflections for early feedback. With mentors, I will ask more questions—not just about tasks, but about business decisions, leadership approaches, and guest satisfaction strategies.
· Maximise Cross-Departmental Learning:
I will actively seek opportunities to spend time in other departments, such as housekeeping and front office, to gain a more complete picture of hotel operations. This will help me understand how departments interconnect and how service quality is maintained holistically.
· Practice Post-Shift Reflection and Self-Assessment:
To track my learning, I will begin journaling or summarising key takeaways after each shift. This will allow me to spot patterns, identify recurring issues, and improve faster. I will use these notes to discuss progress and questions with supervisors.
· Suggest Operational Improvements:
Rather than just completing tasks, I will start to look at how things could be done better. For example, I may propose ideas like rotating breakfast menus to reduce waste or rearranging food stations for smoother guest flow. These suggestions will show initiative and critical thinking.

· Show Leadership Through Behaviour:
Even if I don’t hold a leadership position, I can lead through example—being punctual, helping teammates, sharing ideas, and showing enthusiasm. This aligns with the concept of informal leadership and helps build influence and credibility over time.
· Use Feedback to Adjust Continuously:
I will treat feedback as an ongoing tool, not a one-time assessment. I will actively seek it from multiple sources—managers, tutors, and peers—and treat it as a basis for immediate adjustment and improvement.




Conclusion
The feedback from both my hotel mentor and academic tutor has been incredibly valuable. While the mentor affirmed that I had contributed meaningfully to daily operations, the tutor helped me shift my mindset toward longer-term personal and professional growth. The combination of praise and constructive criticism offered a complete picture of my current capabilities and my potential.
This reflection has helped me realise that being “good at the job” is just the beginning. To truly grow in the hospitality industry, I must engage more proactively, seek learning in every moment, and align my day-to-day performance with my career aspirations. Feedback is not just something to be received—it is something to be used.
As I prepare for my final year of study and future placements, I will carry these lessons forward. I am committed to becoming more reflective, more strategic, and more self-directed in how I approach work and learning. With this mindset, I feel confident that I can make even greater contributions—not only to the teams I work with, but to my own development as a hospitality professional.
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