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[bookmark: _Toc212905979]Introduction 
For my placement, I work at Ibis London Elstree Borehamwood in the Reception, Housekeeping, and Food & Beverage departments. This placement helped me gathering broad understanding about the hotel operations to perform effectively in the future. In this placement, my primary focus was on improving operational efficiency and guest services while performing my responsibilities in the assigned departments. I assisted properly room preparation, daily restaurant service, and front desk operations. Here, my supervisor, Kira Rogalova guided me throughout to help me understand the services thoroughly. Moreover, my F&B Team Leader, Steven Lobo, and Apple Douga from Reception supported me during my placement programme and supported me for professional growth. 
In this study, I will highlight the reflection of my learning journey during the placement in this hotel using Gibbs’ reflective model. This model has six steps such as description, feelings, evaluation, analysis, conclusion, and action plan (Nurlatifah, Purnawarman, and Sukyadi, 2023). Based on this model, the learning experience can be highlighted in step-by-step process to understand the strengths and weaknesses. 
[bookmark: _Toc212905980]Gibbs’ reflective model
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In the Level 4 placement programme, I worked at Premier INN London Hanger Lane Hotel where I was mainly associated in the Housekeeping department. In this placement, I was introduced to the basic customer interaction process and hotel operations. This experience was effective in preparing me for the Level 6 placement programme. I could work and perform effectively in my current hotel placement by applying my knowledge and experience. In this hotel, I worked in the housekeeping, F&B, and reception in rotation. In this case, my two of the previous experiences helped me properly complete my work that is handling a guest complaint about the room cleanliness. Moreover, I also managed to tackle a busy breakfast service when there was limited staff available. 
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Initially, I was nervous to handle work in three departments and managing each work separately. I was conscious about handling guest complaints directly while working in the Front Office. However, I used my learning of Level 4 Module Front Office Operations in this case. I was focused on improving my communication skills and delivering the best customer service to the guests. For example, there was a time when the rate of guest check-ins and check-outs was high, and we needed to manage it efficiently. In this case, I used my communication skills to talk to the guests politely while making sure to convince them to support through the hurried time. Though I felt nervous; I could manage the rush properly with enthusiasm and focusing on routine tasks. 
[bookmark: _Toc212905983]Evaluation 
Evaluating my experiences, I can say that these experiences appeared to me as a valuable learning opportunity. When I faced a hurried situation and needed handle different tasks at once, I kept myself calm, communicated effectively, and maintained coordination in multiple tasks properly. I could understand that my service delivery was good as the guests were appreciative to the process of getting prompt response which developed my confidence. Apart from this, I also faced an issue of low staff during breakfast service. I presented myself in delivering the best work by using my multitasking and time management skills which I learned from Level 4 module, Operating Hotel Facilities. 
It highlighted the importance of time management in hospitality industry to divide tasks according to importance on schedule and completing them step by step (Sukach, Kozlovska, and Sushko, 2021). This helped in properly finishing the job responsibly without any chaos. Multitasking abilities were developed while working in this department as I designed the schedule and coordinated different tasks together. I was taking orders from guests, informed them to the kitchen, and delivered the right order to the guests increasing their satisfaction. In short, I can say that this experience added to my adaptability skills and improved my professionalism. 
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As per Herzberg’s two-factor theory, there are hygiene and motivators which are required for keeping an individual motivated (Abdulkhamidova, 2021). While working in the hotel, I understood the importance of hygiene factors that are the organisational factors which play important role in individual satisfaction. In this case, the hygiene factors such as room cleanliness, hotel elements at proper working conditions, and others played major role in guest satisfaction. However, guest motivation is mainly increased by providing them personal services on time (Nwokorie, 2021). Therefore, I always tried to engage with the guests through effective communication to know and be clear about their needs to deliver the required services. This enhanced their experience and satisfaction rate which resulted in having repeated visit from them. On the other hand, delays and disruptions in service process cause dissatisfaction among the guests. For example, once we were facing technological issues at hotel due to which the technological systems were not running effectively resulted in delays in guest check-ins and check-outs. However, we managed to communicate with them politely and made them understand the issue which helped in tackling the situation effectively. 
Apart from this, I also tried to highlight my experience using Gibbs’ reflective cycle to identify my strengths and weaknesses. The six steps of this model are beneficial in analysing a situation thoroughly and preparing the action plan to improve the weaknesses (Pieper etal. 2021). Thereby, every week, I used to structure my experience, learning, and reflection through this model which helped in improving my learning and skills. 
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In conclusion, I can say that my problem-solving, interpersonal, and operational skills are developed from Level 4 to this stage. My abilities to approach challenges with academic concepts and experience from the workplace situations have been improved. I have become more confident in handling guest complaints and managing them in different situations. Moreover, I have learned to coordinate between different departments while multitasking. 
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I plan to improve my decision-making and leadership skills properly to work effectively in the future. I want to take more responsibilities managing my shifts in the reception area. Moreover, as I understand the importance of reflective practice, I will continue to evaluate my experience and performance while linking theories to improve my professional behaviour. It would support me throughout my continuous development process and become an efficient leader in the future. 
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This placement in Ibis London Elstree Borehamwood, I could improve my teamwork, communication, and problem-solving skills effectively. I learned to manage guest complaints, coordinating between departments, and manage services at peak times. I learned properly about professionalism, reflective practice, and time management skills to deliver a greater guest satisfaction. However, I am looking for improving my leadership and decision-making skills properly by taking responsibilities effectively in the F&B, reception, and housekeeping departments. Apart from these, I will focus on improving my technical knowledge so that I can handle front-office software effectively and enhance guest experience. 
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	Skills 
	How to develop
	Resources required
	Success criteria
	Timeline 

	Leadership skills
	I will observe the managers and supervisors at the hotels to understand the way to handle. Moreover, I will enrol myself in online classes to learn leadership skills.
	The internet, manager, supervisor, and online trainer
	Getting positive feedback from supervisor and 70% scores at online class
	January 2026- June 2026

	Technical skills
	I will take online classes to improve the technical skills required for handling the software at front office and practice it.
	The internet, online trainer, and computer for practicing
	Getting at least 70% score by taking the online class and getting positive feedback from managers
	March 2026- June 2026
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