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This reflective learning log is founded on my 10-week Level 6 placement at Novotel Sheffield Centre, in which I worked on Fridays and Saturdays starting on 3rd October. The placement provided an opportunity to have a wide learning experience in three areas of operations that included Front Office/Reception, management assistance and the greeting and meeting area. I mainly concentrated on the Front Office department, where I had to attend to check-in and check-out of guests, the reservation process, and respond to questions posed by guests. I was closely cooperating with the Front Office Manager, Sarah Thompson, and Assistant Manager, James Riley, whose mentoring was crucial to the enhancement of my operating and interpersonal abilities.
This reflection is aimed at critically assessing how my professional growth and application of theory to practice were achieved throughout this placement, and the application of the Kolb Experiential Learning Cycle as the framework by which to reflect on this experience. This model of learning by experience highlights the importance of experience, and it is divided into four stages: Concrete Experience, Reflective Observation, Abstract Conceptualisation, and Active Experimentation. 
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Two major experiences contributed to my professional development during my Level 6 placement. The first one took place in the Front Office, during which I had a scenario about an overbooked room during a congested evening on a Saturday. One of those who came in as a guest had been frustrated by what seemed to be a lengthy journey, only to find out that they had lost their booking. I held myself together, was remorseful and gave him a free drink as the problem was rectified. I managed to find another room with the help of Sarah Thompson in one of the partner hotels and provided transportation. Though not exactly an enjoyable experience at first, this exercise taught me how to solve problems and provide customer service in a stressful situation.
The second one was my management assistant experience, during which I was to update the daily occupancy report and link it with the housekeeping and maintenance departments. First, I did not pay enough attention to the significance of cross-departmental communication, thus causing a delay in room preparation. After receiving feedback reports about James Riley, I started attending the morning briefings, trying to coordinate better, and it helped me to be more aware of how a hotel operates and the dynamics of the teamwork (Sousa, Monteiro, and Machado, 2021).
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Taking this experience into consideration, I realised how my previous Level 4 placement, also in a hotel front office, established the background in managing these kinds of challenges. In that previous experience, I lacked confidence in handling complaints by guests and would mostly involve supervisors to come in. Conversely, my present placement demonstrated evident improvement in independence, initiative and communication.
I also noted that efficiency was not the main criterion of guest satisfaction, but empathy and professional composure. The overbooking incident has made me remember the importance of emotional intelligence in service delivery (Kambur, 2018). Control of my feelings and dealing with the frustration of the guest could also make the brand win the trust again. This finding was supported by the ideas provided by the Level 4 "Customer Experience Management" module, which discussed the topic of customer satisfaction psychology and recovery techniques.
On the same note, gaps in my organisational awareness were also unravelled during the management coordination challenge. Having observed the daily briefings and the manner in which information is shared internally, I was able to learn the value of teamwork and sharing information in real time. This reflection was in line with the "Hospitality Operations Management" module, in which systems thinking theories emphasised the interdependence between departments in a hotel, as components of a larger service system (Moscardo, 2021).
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The third stage of Kolb is to relate the experience with the theory to obtain new knowledge. Reflective experience helped me to conceptualise how theoretical frameworks of my academic modules could influence my behaviour at the workplace.
The SERVQUAL framework that evaluates the quality of services on five dimensions, such as reliability, assurance, tangibles, empathy, and responsiveness, became especially acute (Setiono and Hidayat, 2022). Using this framework assisted me in assessing my performance in the case of overbooking. As an example, one can note that reliability was demonstrated by making sure that the guest was given an alternative room; assurance was expressed by professional confidence; empathy was exhibited by listening to them and understanding their anger. Using SERVQUAL, my services became better and more professional through deliberate use of the model.
I also applied the Two-Factor Theory by Herzberg as a way to understand the motivation within the workplace (Bevins, 2018). Having witnessed the reaction of my colleagues at Novotel to being recognised and allowed freedom, I realised that I was more motivated when my efforts were recognised. This knowledge prompted me to become a proactive individual in the second part of my placement- volunteering to take care of lists of guests and organising facilities for VIP guests. This theoretical application, therefore, helped me to convert learning based on reflection to behaviour change.
Moreover, the comparison of this placement with my Level 4 experience showed how the experience helped me to gain deeper knowledge of service leadership. At Level 4, I was mostly concerned with operational competence; at this point, I started valuing the managerial side of the guest relations, including the decision-making, delegation, and performance monitoring. These understandings concur with the cyclic perspective of learning that entails an endless reflection and trial, causing the development of learning based on past experiences (Lin and Zhang, 2025).
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The last phase of the Kolb model is the ability to apply the acquired concepts to new situations. A number of strategies based on reflective insight were put into practice by me throughout the second half of my placement.
To start with, I have created a personal service recovery checklist, which is a result of the Customer Experience Management module (Bellos and Kavadias, 2021). It encompassed real-time recognition of problems, open communication, fast response, and feedback. This method not only helped me to work more efficiently in addressing the issues of the guests, but also received a positive review at the end-of-placement by Sarah Thompson.
Secondly, to build stronger teamwork and communication, I introduced quick-coordination messages between housekeeping and front office through the internal messaging system at the hotel. This minor modification decreased the waiting time for room readiness and enhanced interdepartmental coordination. This was an indication of my skill to apply theoretical knowledge acquired in Hospitality Operations Management into practice.
Finally, I tried to improve my personal communication style using active listening and non-verbal communication based on the Communication Model created by Mehrabian, according to which only 7 per cent of all communication is verbal, with 93 per cent being non-verbal and tonal (Khuman, 2024). Through these methods, I established better rapport with both guests and colleagues, hence enhancing my confidence in professionalising interaction.
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Considering my experience as a 10-week placement in Novotel Sheffield Centre, in terms of the Experiential Learning Cycle introduced by Kolb, has enabled me to assess my personal and professional development critically. My operational role within the organisation has shifted to a Level 6 as a more independent and analytical contributor compared to a supportive one at Level 4, aiming at the management of the situation related to the service recovery and organisational interaction between different departments. The incorporation of theories, including SERVQUAL, the Motivation Theory by Herzberg, and systems thinking, has enhanced my knowledge on service quality, collaboration and motivation at the workplace.
In the future, I would like to work on two aspects:
1. Management and making decisions - I will also assume management roles in future placement or internship opportunities to build my managerial confidence.
2. Evidence-based performance management - I will enhance my analytical abilities by improving the skills of reading performance reports and guest feedback indicators.
Finally, this reflection sheds light on how well-organised experiential learning practice, which is informed by theoretical knowledge, has made me a more competent, reflective, and service-oriented hospitality practitioner who can meet the demands of future leadership opportunities.
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