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My placement was at the Hampton by Hilton Luton Airport, where I was working at the reception. My peers during this placement are Zenab and Sabbir. My tasks have also included meeting guests at the airport, responding to requests, and communicating with other departments like housekeeping, beverage, and food to make their stay enjoyable. The mentorship has played a crucial role in enabling me to acquire confidence and adjust to the high-paced lifestyle of working in a large and international hotel. To reflect on my experience, I will utilise Schon’s model of reflection that focuses on reflection-in-action and reflection-on-action. This reflection aims to show how the experiences I have had have helped me develop as a professional, and further, the experiences that I gathered during my Level 4 placement.
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During my placement, a situation happened when one guest got very furious due to the fact that his room was not available at the predetermined check-in time. I experienced a sense of anxiousness, but I was sure that I could not demonstrate it externally at the beginning. I discovered in a moment the tone, bodily signs, and mounting irritation of the guest, and I kept reminding myself to keep my emotions under control, calm, and professional. I had previous experience with Level 4 placement, and I recalled that visitors usually assess service based on handling of issues and not necessarily based on the occurrence of issues (Rai et al., 2021). I sincerely apologised because the housekeeping was slow, the house had a lot of people, which made the housekeeping late, and offered the guest a free drink in the lobby as the housekeeper was preparing the room. This was a solution I did not have to consult with a supervisor. On the contrary, I was confident enough to take some initiatives while maintaining a balance between the satisfaction of the guests and the realities of operations.
Another important experience was on a busy weekend where, due to housekeeping delays, the number of check-ins in the house started piling up, yet the rooms could not be cleaned, hence mounting pressure on the reception desk (Felce, 2019). At that instant, I swiftly realised that I cannot create more endlessly by telling the guests to wait, which would further increase frustration. Among the reflections-in-action was that I will be more active in communication and coordination. I will also call the housekeeping to keep a check on the readiness of rooms first, give updates to the staff, and be honest with guests about the waiting times. I also took strategic choices, including prioritising members of the loyalty program, guests who come to visit on long-haul flights, because their expectations are very high. 
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Reflecting on this experience, I was able to relate it to the SERVQUAL model, where the responsiveness, assurance, and empathy came out as key influences on how guests perceive quality (Abdulkhamidova, 2021; Jonkisz et al., 2021). The physical aspect of the room delay was beyond my control; however, my responsiveness to resolve the situation, the courage in accepting responsibility, and my sympathy towards understanding the anger of the guest were some of the elements that helped in salvaging the failure in service. I also had a reference to Herzberg's two-factor theory. It was a hygiene factor that could have generated dissatisfaction, but my compensatory acts, like giving a free service and comforting the guest, were the motivators that enhanced the impression of the guest (Muhammad et al., 2023; AlOmari, 2020). Moreover, I remarked how our team’s (Zenab and Sabbir) behaviours covered the Tuckman team Development Model, particularly the performing stage, as the teams probably worked freely under pressure with the presence of successful teamwork and trust (Zirar, 2025; Sarkar, 2021). I helped to establish a frequency of communication that helped alleviate the pressure of both departments by working in liaison with housekeeping. I also took into consideration the cultural dimensions of Hofstede since the majority of housekeeping employees had different cultures, and I needed to also adjust to their culture to be understandable and show respect. 
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Unlike in Level 4, where I had waited to have the managers communicate between departments, and in this case, I was the link. This demonstrated just how much progress I had made in practice concerning the lessons of the organisational behaviour module regarding teamwork, cross-cultural communication, and role clarity (Tan et al., 2023). It also got me thinking of cultural intelligence that integrates cognitive, motivational, and behavioural adaptiveness. I realised that my development was not only at the level of ability to operate, but also in my cultural awareness, versatility, and confidence in taking on the role of a coordinator.
 In all these situations, I realised that I used conscious strategies in responding to stress in the immediate. In situations when guests were frustrated, I have purposely slowed down, kept my eyes on the floor, and used reassuring words to defuse the situation. Providing a service to foreigners who do not speak a lot of English, I simply unconsciously used words, explained the most important moments in a slow manner, and corroborated my words with gestures (Bardi, 2010; Casado, 2012). 
Also, I have realised the way these strategies relate to broad theories. Emotional intelligence helped me control my behaviour and read the feelings of others, whereas cultural intelligence enabled me to overcome communication barriers (Bhatt, 2022; Walker, 2021). I now find myself taking challenging interactions as an opportunity to practise adaptability, where I discouraged doing this before in Level 4. Reflection-on-action was also able to demonstrate to me why I need to be resilient. I have learnt during high-occupancy days that there is always pressure in the hospitality industry, and the only thing that makes the difference in the end is my capacity to stay calm and think critically (Wood, 2013; Hagg, 2013).
The primary lesson that I have received is that I can only grow by becoming poorly critical about how I deal with mistakes or adversities in the hospitality business as they happen, rather than trying to avoid them. The two situations emphasised the value of empathy, flexibility, teamwork, and initiative. 
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The reflection has provided me with the insight to see how my professional capabilities have developed since Level 4 up until where I am presently. I have also acquired the ability to improvise under any variables of a service context and apply the power of reflexion-in-action to micro-manage any vituperations on a guest or moments of challenge among the team. I have grown in my confidence working towards responsibility, both from what I have learned throughout the past and under the leadership of my colleagues. Among the main findings is the fact that Level 4 studies in the field of operations management and customer service have allowed me to develop a solid theoretical foundation, but these skills have allowed me to undergo stress only after sophisticated practice in the areas of resiliency and problem-solving. I also learnt the fact that I must pursue a balance between being professional and understanding the guests well when I handle them.
My initial developmental objective is to enhance my leadership abilities in a future progression by becoming more actively involved in the coordination of reception tasks. My second objective is to enhance my cultural sensitivity and communication, so that I can better offer services to international visitors with different backgrounds. These objectives will enable me to move into intense roles in the hospitality business easily.
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