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My Level 6 placement was conducted at the Novotel Cardiff Centre, a four-star hotel in Cardiff Bay. The placement was for ten weeks and was organised across three main operational departments: Food and Beverage (3 weeks), Housekeeping (3 weeks), and Reception/Front Office (4 weeks). This organisation allowed me to experience the entire range of hotel operations, progressing from back-of-house service provision to front-of-house guest interaction. My main area of focus in this reflective log is Reception/Front Office, where I worked for the last four weeks of my placement and undertook tasks like guest check-in/out, complaint handling, and communication between departments. I collaborated directly with Front Office Manager Jenkins Thomas and Team leader Mandy who offered advice, comments, and experience in completing managerial tasks. They mentored me through my professional development and helped me advance from task fulfilment to problem-solving and guest relations management. For the reflection, I shall use Gibbs' Reflective Cycle (1988), which has six phases: description, feelings, evaluation, analysis, conclusion, and action plan. This reflection aims to critically analyse my personal and professional growth during the placement with clear connections to my Level 4 placement experience, taught academic modules, and applicable theoretical concepts. 
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In my Level 4 placement, I was placed in a smaller independent hotel and therefore only had experience in the Food and Beverage operations. While this provided me with a good grounding in customer contact and overall operational principles, I did not experience any formal administrative procedures, departmental structure, or guest-relations management (Patil and Saxena, 2023). When I entered my Level 6 placement at Novotel, I was eager to develop these skills. 
Two key moments during the placement that had an impact on my learning: 
· Scenario A: Resolving a guest complaint regarding room availability. I had a guest who arrived early and was annoyed his room would not be prepared at the agreed time of check-in. I needed to negotiate with housekeeping and find a temporary solution. 
· Scenario B: Managing peak-pressure check-in with full occupancy. On Friday evening, several guests checked in simultaneously, creating a queue. I had to balance my efficiency with maintaining a pleasant attitude while working alongside colleagues.  
These situations tested my professional judgment, communication, and adaptability beyond my Level 4 skill level. 
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I initially felt stressed and under pressure, particularly in Scenario A (McKay, Davis and Fanning, 2021). The annoyance of the guest made me feel personally engaged, and I was afraid of escalating the situation. My own insecurity in dealing with housekeeping restrained me. 
In Scenario B, I was thrilled and apprehensive. I enjoyed the job of a busy front desk but feared messing up under pressure. However, with Sarah Lewis's guidance, I felt more confident when prioritising jobs and managing stress. 
In reflection, I understood that my Level 4 experience provided me with a foundation in guest communications but did not prepare me to handle conflict resolution or multitasking during stress situations.  
 
[bookmark: _Toc213956293][bookmark: _Toc213956317][bookmark: _Toc213958910]Gibbs Stage 3: Evaluation 
Both instances had something to learn from. 
· Scenario A: Initially, I was at a loss, but after counselling, I offered the guest a complimentary coffee while housekeeping assigned their room priority. The guest then thanked me for the compliment (Cenni, 2023). The favourable reaction validated the value of pre-empting issues. However, I recognised my failure at handling confrontation assertively. 
· Scenario B: Despite the overwhelming workload, I managed to check in multiple guests efficiently by delegating luggage storage to a colleague and using the hotel’s digital check-in system. This reflected effective teamwork and technological adaptation. However, my body language revealed stress, which Sarah highlighted in her feedback. 
Overall, I evaluated these experiences as developmental opportunities, where mistakes became stepping stones for improvement. 
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The episodes may be explored using theoretical frameworks and models: 
Service Quality  
Through Scenario A, the mismatch between guest expectations (availability of rooms) and the service provided created discontent (Tekin, 2022). Using dimensions (resistance and understanding), I gained competence to minimise discontent by timely communication and giving compensatory actions. This concurs with those who draw attention to quality assurance in work-based learning through responsive provision of service. 
Experiential Learning Theory  
Both examples illustrate experiential learning: concrete experience (complaint from a guest), reflective observation (examining behaviour), abstract conceptualisation (drawing upon theories like SERVQUAL), and active experimentation (changing behaviour in subsequent situations). The cycle reflects the way my Level 4 placement prepared me; albeit short, it provided the experiential foundation to develop higher-level competence at Level 6 (Caulfield, 2023).  
Emotional Labour Theory  
My visible stress in Scenario B is utilised to introduce the emotional labour aspect in hospitality. Front office staff, as stated, must manage emotions to create hospitality. The theory taught me how to walk the fine line between being authentic and professional. 
Housekeeping Coordination. 
Scenario A underscored departmental cooperation. And support that the front office and housekeeping operations are interdependent, and communication is the determinant of guest satisfaction. From this experience, I developed a better appreciation for operational integration. 


Relation to Level 4 modules. 
· Managing Food and Beverage Operations: taught me about service flow and guest expectations, which I applied to increase guest satisfaction in Scenario A. 
· Human Resources and People Management: taught about teamwork, communication, and conflict resolution, precisely the skills required in Scenario B (Rismayadi, 2024).  
Through joining theory and practice, I understood my placement as a series of tasks instead of continuous professional development. 
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From these reflections, I concluded that my Level 4 placement provided me with the building blocks, but my Level 6 placement enabled me to progress into third-order skills such as conflict resolution, emotional management, and operational coordination. I learned that theory and practice are not distinct: models such as SERVQUAL and Kolb gave me spectacles through which I could evaluate my actions, while emotional labour theory enabled me to gain a heightened self-view. 
The task also determined my weaknesses: I must improve in keeping calm under pressure, assertiveness in communication with other departments, and leadership. 
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I will, in the future: 
· Learn conflict management through role-play exercises in training and studying case studies in hospitality management. 
· Develop better regulation of emotions with mindfulness and reflection journaling after stressful encounters (Al-Refae et.al, 2021).  
· Enhance interdepartmental collaboration through manager shadowing and best-practice knowledge acquisition in collaborative leadership. 
As I argue, successful hospitality managers must seek a balance between know-how in running an operation and interpersonal sensitivity, which I shall endeavour to maintain. 
 	 

[bookmark: _Toc213956297][bookmark: _Toc213958914]Conclusion and Development Plan  
This reflective diary has illustrated that my Novotel Cardiff Centre ten-week placement strongly developed me both professionally and personally. The exposure to three main departments Reception, Housekeeping, and Food and Beverage—gave me an overall understanding of the working of a hotel, but the most development was witnessed in the reception department, where I became more self-assured while dealing with guests, communicating with colleagues, and making prudent choices while working under pressure. Using Gibbs' Reflective Cycle permitted me to reflect critically on two experiences, which tested my problem-solving skills, communication skills, and emotional resilience. The reflection showed that while my taught academic modules at Level 4 and Level 6 placements provided me with a background of knowledge and practical understanding, my Level 6 placement permitted me to develop higher-level managerial and interpersonal skills. The incorporation of models like SERVQUAL, Kolb's Learning Cycle, and Emotional Labour theory provided me with formal tools to analyse and enhance performance. In the future, my goals for development are conflict management and assertiveness reinforcement via additional training, and emotional regulation and resilience refinement so that I may show confidence. 
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