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[bookmark: _Toc213448352]Introduction
This reflective report discusses how I met the requirements of my professional development during my ten-week Level 6 placement in Holiday Inn Express Wigan, a 100-room select-service hotel, in the town centre, mainly focusing on business travellers and leisure guests. My work was in the Front Office department, where I was required to do tasks such as guest cheque-in and cheque-out, reservation, and guest queries. In this placement, I had a close working experience with James Foxall, the General Manager who has been my mentor and in my perceptions has been of great help in shaping my professional life. The reflection has used the reflective cycle by Gibbs (1988) as an organised approach to reflect on two critical incidents during the placement experience. This report aims to show how my professional competence has changed the Level 4 to Level 6 by combining the academic and learning experience with the practical workplace (Shugurova, 2025).
[bookmark: _Toc213448353]Critical Reflection on Professional Development
[bookmark: _Toc213448354]Description: Guest Complaint Resolution
In the fourth week, there was a corporate guest who went to the front desk complaining that there was an error in books. The online room booking showed a room of the type of a double room rather than a twin room as he had ordered a two night stay. His cheque-in had been done to me thirty minutes before I saw the discrepancy. I have specifically ordered twin beds, he said. Such is not acceptable at all. He had three other guests who were standing behind him (Xu et al., 2022). James Foxall was present, and left me to manage the case alone. I apologised and checked and made sure that we had a twin room vacant. I downgraded the room change free of charge, I had escorted him myself to cheque the new room, and I had given him free beverages at our night party.
[bookmark: _Toc213448355]Feelings and Evaluation
My first response was nourishment and the wish to put the mistake at mends. It led to an increased heart rate and a state of panic (Lim et al., 2023). My Level 4 experience at small independent hotel helped me realise that it is better to be calm, but not defensive. Having checked that it was available, I was relieved. The guest has expressed his gratitude and said to James Foxall that I was very professional (Zafeer, Li and Maqbool, 2023). This accident demonstrates strong and weak points. James Foxall added, "You remained calm and you concentrated on resolving the issue. Our survey showed positive reactions on behalf of the guest (Alharethi, Awan and Saleem, 2025). The root issue was the negative one. During cheque-in, I ought to have ensured that I confirmed booking details. The focus on the details had been stressed by my Level 4 placement, but my focus on the speed over the precision was at the time of the rush period (McKercher, 2024).
[bookmark: _Toc213448356]Analysis Through Academic Frameworks
My Level 4 module in Hospitality Operations Management which examined the service recovery paradox gives theoretical background. This principle implies that proper customer loyalty can be formed by effective complaint resolution, which, in many cases, proves to be more powerful than faultless service (Croft and Wang, 2025). This paradox was depicted in the positive feedback of the guest. The immediate room change and the compensation were beyond his expectations on my end. Studies of reflective practise highlight that learning is accomplished in the context of a systematic examination of the incidents that happen in a workplace (Mohamed et al., 2022). The evaluation phase by Gibbs led me to look into causal factors. I noticed patterns of level 4 where I skipped the verification because of time pressure. This metacognitive development is depicted through this pattern recognition (Wei, 2024). At Level 4, Business Communication module equipped me with background skills on conflict resolution. Practitiones of active listening and empathetic responses were the training exercises that prepared me to interact with real guests (Lim et al., 2023). I applied these techniques in Level 4 under strict supervision. Now, two years later, I intuitively use those principles, which is the evidence of the transition between the process of supervised practise and the one of autonomous action (Boonkaew, 2025).
[bookmark: _Toc213448357]Description: System Failure Response
The seventh week was another hustle since the property management system brought down and cheque-in could not be made in the afternoon. The front desk had a queue of twelve customers whose booking information could not be accessed. The helpdesk in the IT department had a calculated two hours resolution time. We returned to manual processes and offered this suggestion to Emma, the Supervisor of the Front Office (Xu et al., 2022). We were handing out registration cards (written), checking reservations with the help of backup spreadsheets, and assigned rooms to clients manually by using a printed floor plan. I also liaised with housekeeping to cheque the status of rooms. And all cheque-ins were attended to in forty minutes. Emma responded, your proposal to change to manual systems immediately kept the operations going. On the daily briefing James Foxall applauded the initiative made by the team.
Analysis of Crisis Management
I experienced stress when the system crashed due to increment in the queue. I recalled that this was also a problem in my Level 4 placement, when the growth of a waiting period during an IT-related problem made guests angry. The lesson I got during that time was to pay a price because of inaction (Alharethi, Awan and Saleem, 2025). When I proposed the manual process, it was a risk that I had to take because I was unsure whether Emma would accept my contribution. I was relieved when she said yes. The zone of accomplishment was created through the successful resolution (Zafeer, Li and Maqbool, 2023). This accident showed a lot of expansion since Level 4. Among the positive issues, there was a clear understanding of the necessity to take immediate actions, the offer of practical solution, and the ability to adhere to the service standards despite the technical constraints (Wei, 2024). The negative aspect was that I hesitated a moment before giving the solution, which is an indicator of the remaining insecurity at Level 4 (McKercher, 2024). The Level 5 Crisis Management in Hospitality module presented the structures that could be applied directly to the situation. The module covered planning of business continuity and decision making in the case of uncertainty. The scholarly ideas related to sustaining the delivery of services in the case of disruptions turned into reality when we adopted the emergency procedures (Daff, 2024). The studies on work-integrated learning underline that the real challenges are encountered in the workplace where the theoretical knowledge is challenged against the practical reality (Boonkaew, 2025). The cognitive process I had is referred to as reflection-in-action as suggested by Schoen. I was also in a position to control a situation, at the same time, during the guest complaint, I was assessing alternative possible response options in my mind. It is a reflection taken in a split second, which qualifies as at an advanced practise as compared to Level 4 (Shugurova, 2025).
[bookmark: _Toc213448358]Plan of Development and Conclusion.
Three insights can be noticed in this analysis. First, I am now in the autonomous professional action instead of the dependent practise. Second, academic learning gives theoretical structures, and work-integrated learning changes knowledge to practical ability. Third, systematic reflection improves learning through the encouragement of systematic analysis (Ross, 2024). Although this has improved, I am aware of areas that need improvement. I am not always confident enough to go to senior colleagues. I should improve my focus whenever there is a high level of pressure (Lim et al., 2023). The first development objective is to establish a quality checklist on guest cheque-ins, which I should follow thoroughly, systematically reviewing such information as keys. My second objective is to launch operational recommendation ideas to James Foxall and develop confidence in business in exchanging professional knowledge (Boonkaew, 2025)
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