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[bookmark: _heading=h.q8ocye4otxjd]1. Introduction
Maintain a reflective log is highly significant to evaluate the learning and self-actualisation. During my Level 6 placement within the front Desk department at Novotel Birmingham City Centre, my task was to help  my colleagues with check in and check out the guests, rooms allotted, attend to the guests' inquiries, handle the daily affairs, to run operations. Reporting to the Manager of Front Office and collaborating with colleagues, I received an invaluable experience of the guest relations, quality of services, and reputation maintenance in a hotel. Another benefit of the experience is that it promoted the growth of minor communication skills, problem-solving skills, and multitasking skills, besides adjusting to a rushed hospitality layout (Fallon and Rutherford, 2010). Moreover, I intend to use the Experiential Learning Cycle suggested by Kolb, which gives me a methodological approach to help me comprehend learning by following four steps that are Concrete Experience, Reflective Observation, Abstract Conceptualisation, and Active Experimentation. This reflection has attempted to critically analyse the manner in which I have personally and professionally developed as I went through the placement.
[bookmark: _heading=h.6aazm2n1dx9o]2. Main Body
Kolb’s Learning Cycle
The reflection has included Kolb Experiential Learning Cycle, which states that the emphasis is laid on the ongoing experience, reflecting, conceptualising, and experimentation as it is the process of developing the professional qualities and enhancing more effective cognition by means of the active process. Adhering to that, hotel management practices rely on adopting operational efficiency by adequate service delivery that is vital to sustain a competitive edge in the hospitality industry (Wood, 2013). This helps in achieving the excellence of customer services and satisfaction. 
Concrete Experience 
The moment I had an experience of a booked room in the hotel, when the hotel was busiest, is one of the most key moments, which took place during the Level 6 Novotel Birmingham City Centre placement. Being a Front Desk Associate, I must apologise profusely to the guest for any issue and to the reservations department so that a room in another partnered property can be relocated. This state of affairs demanded timely decision-making and implementation of emotions and verbality in order to avoid the loss of customers and brand image (Peng et al., 2021). Regarding the Level 4 Hospitality and Guest Service module, I have realised that I must be emotionally knowledgeable and concerned about the emotions of a customer when addressing recovery. The experience also helped to provide a better approach towards the application of all the principles in the Marketing Essentials module, especially in the service quality aspect of responsiveness. This brought the guest confidence, even though they had to experience inconvenience, which had been caused by the straight ways of communication to the guest (Rughubalan, 2009). Hence, I knew that being a guest managerial skill also involves thinking and action in an efficient manner to gain the reputation and guest loyalty towards the hotel. 
Reflective Observation
In terms of the incident, my first experience was that I feared the reaction of the guest, as the way my supervisor kept calm during the experience of handling such situations, which led me towards an avoidant and creative attitude. Moreover, this finding has been accompanied by the conceptions of connectivism which proposes that with reflective observation, learners can bring the experiences of observation to multiple facets in a way that will enable them to come up with an idea (Alam, 2023). The experiences allowed me to frame that the premises of the guest relations and the ways of responding to the complaints have already been presented to me in the course of the Level 4 training in Hospitality as well as Guest Service. However, the practical experience provided me a chance to grasp the principles of emotional containment and adaptability of communication better. Moreover, the requirements of the guest were open to marketing commitment, which can be related to the principles of Marketing Essentials, that is, why consistency was also a key aspect of the service delivery part of the marketing mix (Sadri and Aprianingsih, 2025). It is here that interdependence between front-line service and marketing communication has been pointed out as the purpose of developing service recovery applications in retaining customers. In addition, I have realised that my response was greatly influenced by the behaviour of the leadership, especially the transformational leadership style and understanding. As stated by Fatin and Mazlan (2023), focusing on the transformational leadership theory, people in the workplace can foster motivation and build confidence to the next level. This self-reflection gave me insight into the emotional and professional aspects of the engagement of the guests in a better way.  
Abstract Conceptualisation
The correlation of theory and practice through a graphitisation of these experiences allowed me to create larger ideas in relation to professional behaviour. The overbooking situation was the validation of the practical utility of the Service Quality Model, especially the assurance and empathy dimension (Kılıç and Enginkaya, 2024), which is vital in maintaining the guests in the guest who have trust. At the same time, the theory of Transformational Leadership helped me realise how the leaders could shape the behaviour of the employees by rendering them inspirational as well as personally supportive. This way, conceptualisation had changed my experience as a person into strategic knowledge of service excellence and administration at the hotel level.     
Active Experimentation 
On the basis of these learnings, I have incorporated a few approaches that will improve me as a professional. I started to hold active communication with the reservation team to investigate in advance what major problems are likely to increase during the reservation and minimise inconveniences regarding the guests during a short period of time. I also asked my supervisor to provide me with some feedback on how to improve my approach towards my guests as a way of proving the desire to gain skills through practice. Experimenting also requires active experimentation where new ways of doing something are experimented upon the premise of reflection and conceptualisation, an effort aimed at maximising future outcomes. Moreover, I used the marketing mix concept, considering that the service elements of promotion as well as delivery, met the expectations of the guests. The lesson of this step has been to establish competency, endurance, and reflective professionalism in the dynamic hospitality landscape that is founded on constant experimentation.  
[bookmark: _heading=h.uw6i83c19178]3. Conclusion and Development Plan
Conclusively, this reflection experience based on Kolb Experiential Learning Cycle has revealed that as both a professional and an individual, I have grown at Level 6 in Novotel Birmingham City Centre. My practice in the overbooking experience helped me to refine the skills in communication, problem-solving, and emotional intelligence, and made it possible to make the theory meet the practice by using the Service Quality Model and Transformational Leadership Theory. The models have helped me to achieve a better understanding of how satisfied the clients are, leadership behaviour, collaboration, and efficiency in terms of service quality. The comparison of this experience with my Level 4 learning in Hospitality and Guest Service and Marketing Essentials has shown that my competencies of applying the theoretical knowledge to the real-life operational issues have improved considerably. My leadership skills and strategic decision-making will also be equally mature in the future because I will undergo additional levels of training in the digital reservation management system, as well as conflict management. The objectives will not only help me in my career development in the future but also equip me with future managerial positions in hotel management. 
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