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[bookmark: _Toc213693709]Introduction
This reflective log is a critical examination of my professional growth undertaken in a ten-week Level 6 placement in Coldra Court Hotel which is located very near the University of Wales Trinity Saint David. As Front Desk Officer, I performed the following tasks: the cheque-out and cheque-in of guests, organisational tasks in reservations through the Opera Property Management System, grievances of the guests, and reconciliation of the day with the participation of Housekeeping and Finance. I have collaborated with my colleague Mr. Mckenzie Johnston, and the aspect that was put into focus was accuracy of service and effective communication.
The reflection utilises the Gibbs Reflective Cycle that includes the following steps: description, feelings, evaluation, analysis, conclusion, and plan of action. This organised system helps to do a critical self-assessment and combine theory with practise. The reflection is based on the experience of the modules in the Hospitality Business Skills and in Service Operations Management, and it compares the Level 6 experience with the previous Level 4 placement in order to demonstrate the advancement in professional competence and administrative potential.


[bookmark: _Toc213693710]Description
In the course of the placement, there were two salient events, which informed my professional learning. The former occurred on a weekend of high traffic when a case of the double-booking error created a situation of tension in the reception desk. I had to solve the problem as fast as possible to prevent the dissatisfaction of the guests, as well as the service quality. After examining the Opera PMS and determining the root cause, I have upgraded the affected room of the guest and immediately reported the solution to the management and the housekeeping staff.
The second case was the training of a new employee on the practise on reservation procedures and communication with the guests. I was assigned to illustrate the cheque-in procedures, clarify the administrative procedures, and observe the correctness of performance. These experiences demanded various skills and they included crisis management and leadership and both highlighted my growth as a trainee of Level 4 who does routine jobs to Level 6 who has supervisory capability.
[bookmark: _Toc213693711]Feelings
My first attitude in the case of the double-booking was anxiety and pressure. I was also afraid that the situation would worsen, resulting in official grievances of guests. Nevertheless, reminding of communication principles in the module of Hospitality Business Skills allowed me to stay calm and use the language and body language that would encourage tension. After the problem was solved with a remodelling of the room, I experienced a change of feelings to relief and professional pride. The positive feedback that the guest provided proved the efficiency of the calm and clear communication.
On the other hand, training my colleague gave me a feeling of confidence and caution at the same time. The experience of mentoring another person was rewarding, but the need to support and not to be overly encouraging at the same time was also rather problematic. I also understood that leadership involves enabling other learners to learn by offering directions instead of being authoritative. The identification of these emotions helped in the realisation of the role empathy and patience play in making teams effective.
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The consideration of the two incidences brought some productive lessons. The double-booking situation highlighted the need to have a real-time coordination between the front office and the reservation. The service recovery was timely and peaceful enough to avoid the escalation and, actually, resulted in the increased satisfaction of the guests, which underpins the results of Ali et al. (2016), who found that effective service recovery increases loyalty and trust.
The experience of the colleague-training has shown both the strong and weak sides of communicating and leadership, along with the tendency to interfere too much and prevent the independence of the trainee. Positive comments created by my supervisor motivated me to turn to the empowering approach instead of the instructing one, which is consistent with Chiang and Wang (2012), who found that transformational leadership enhances engagement and creativity through trustworthiness and autonomy. The two incidences therefore confirmed the importance of leadership and emotional intelligence in efficient administration of hotels.
[bookmark: _Toc213693713]Analysis
The theoretical frameworks helped me to analyse my experiences through the analytical perspective of the model developed by Gibbs. The case of the double-booking is directly associated with SERVQUAL dimensions of reliability and responsiveness. At first, there was a breakdown in service reliability but a quick response regained responsiveness and confidence. Ok, Back and Shanklin (2006) say that service recovery may bring higher satisfaction than error free service when done professionally. This case was a demonstration that that paradox, since the guest left the restaurant with more satisfaction than expected.
The development of the new co-worker was analysed using the Motivation Theory developed by Herzberg (2017) in which responsibility and recognition are intrinsic motivators. I supported the feeling of accomplishment by allowing the colleague to do tasks on his/her own. Transformational leadership qualities outlined by Hakim and Ibrahim (2017), in which good reinforcement and instructions increase the motivation of staff, were also evident in the experience. The feedback provided by my supervisor reflected this style of leadership and motivated me to use it in my mentoring position.
The location also underscored the operational value of Service Operations Management and especially integration of digital systems like Opera PMS to provide accuracy of data and transparency of finances. Digital competence, as Johnston and Clark (2005) point out, provides reliability in the services provided as well as boosting administrative decision-making. 
Compared to my Level 4 placement where instructions were mostly followed, in Level 6 I initiated the management of problems and guided other people, which is a definite indication of transitioning to simple operation skills to strategic thinking.
[bookmark: _Toc213693714]Conclusion
Using the model by Gibbs helped to conduct the evaluation of my learning and performance systematically. I learnt that, besides being accurate in their procedure, proper hotel management demands the application of emotional intelligence, communication and moulding leadership. My Level 6 placement showed improvement in confidence and problem solving and leadership maturity in comparison to Level 4.
These considerations shed light on the fact that decision-making has to be a balance between guest satisfaction, efficiency of a business, and staff development. The future career goals will be to advance analytical and financial management skills in order to be a supervisor and assistant-manager in the UK hospitality sector. Reflection and constant learning will support the personal and professional development.


[bookmark: _Toc213693715]Personal Development Plan
	Goal
	Action plan
	Resource Required
	Time
	Intended Result

	Increase analytical and financial management competence
	Take an online course in Hotel Revenue Management; make practise use of Excel based forecasting with real hotel data.
	Training on internet; Revenue Manager mentoring.
	January- June 2026
	Improved accuracy of data and preparedness to have supervisory roles.

	Build leadership and mentoring skills	
	Take transformational leadership workshops; meet with team members at least once a month to get feedback.
	UWTSD Career Centre; training in HR.		
	February 2026-December 2026
	Better team motivation and stronger presence of leadership.

	
	Have a weekly reflective journal; do monthly supervisor feedback meetings; stress management weekly with regular exercise.    
	Personal planner, staff-wellbeing programme.    
	Ongoing (2025-2026)    
	Continuous motivation, emotional balance, and constant performance in pressure.

	Enhance interdepartmental interaction
	Hold weekly coordination with housekeeping and financial departments.
	Managerial approval; schedule of meeting.
	Ongoing
	Reduced operational mistakes and interdepartmental effectiveness.

	Stay professionally well and self-aware
	Keep a reflective journal and practise stress management.
	Wellbeing programme; personal planner.
	Ongoing (2025-26)
	Continuous motivation, emotional balance, and constant performance in pressure.
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