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[bookmark: _Toc213334750]Introduction 

The Burlington Hotel in Folkestone operates as a Victorian seafront property which provides leisure accommodations and wedding services, and business meeting facilities. My 10-week placement at The Burlington Hotel involves working primarily in the Front Office/Reception Department to assist reception staff with guest arrivals and booking management, and customer service requests. I maintained regular contact with Niall Bird, who served as General Manager and Mirek, who was Assistant Manager and occasionally spoke with Linda, Housekeeping Manager and Roman Porter. The Front Office team members at the hotel taught me valuable lessons about hotel operations and management systems.
I will use Gibbs' Reflective Cycle (1988) to analyse this experience through its six stages: description, feelings, evaluation, analysis, conclusion and finish with action plan. The main objective of this reflective paper is to assess my professional and personal growth since my Level 4 placement through the integration of Marketing Essentials and Hospitality & Guest Services academic material. I will analyse particular workplace situations which forced me to use customer service abilities and communication skills, and problem-solving competencies in actual hospitality operations.

[bookmark: _Toc213334751]Main Body 
[bookmark: _Toc213334752]1. Description

The third week of my reception placement brought a critical situation when I needed to handle an overbooking situation. The system showed that a guest had a confirmed booking, yet the same room was already occupied by another guest who had already checked in. The front desk became my responsibility after Mirek left to manage an event because he was not available. The guest displayed his anger by requesting to meet with a hotel manager right away.
I maintained composure while I explained that I would verify room availability and present alternative options to the guest. The system check revealed that all available rooms belonged to group reservations at higher categories. I reached out to Mirek, who gave me permission to provide the guest with a free room upgrade. I personally led the guest to their new accommodation while providing a complimentary bar drink as compensation for their room change issues. The General Manager, Niall, expressed his appreciation for my successful guest recovery work, which boosted my confidence in professional guest recovery management.

[bookmark: _Toc213334753]2. Feelings

The new system at Front Office made me feel both anxious and under pressure because I wanted to prevent any mistakes that could exacerbate the situation. The lack of proper training about overbooking management in hospitality operations made me feel both annoyed and disappointed. The guest's positive reaction to my composed behaviour made me feel proud about my ability to handle difficult situations.
The service recovery theory from Johnston and Michel (2008), which I studied during my Level 4 Hospitality and Guest Services course, taught me about turning service breakdowns into chances to build stronger guest relationships. The experience showed me that staying calm and professional during difficult situations enables me to transform negative guest experiences into positive impressions.

[bookmark: _Toc213334754]3. Evaluation

The situation turned out successfully because of my experience level at that time. The guest experience benefited from my professional communication and my empathetic approach and my service delivery followed the principles taught in Hospitality and Guest Services. The guest departed with satisfaction, while Mirek expressed his approval of my solution-based approach, which matched management expectations.
I identified multiple areas where I needed improvement during this experience. The PMS system remained unfamiliar to me, so I needed to ask others for help with authorisation. The slow pace of my decision-making process revealed my need for a better understanding of operational procedures and hotel organisational structure.
The experience at this hotel showed me how much I have developed my ability to handle guests and solve problems since my previous Level 4 placement in the back-of-house area. My ability to handle guest interactions and solve unexpected problems has improved substantially since my previous placement. I have developed better skills to handle guest interactions and solve unexpected problems.

[bookmark: _Toc213334755]4. Analysis

The experiential learning cycle of Kolb (1984) enables skill development through concrete experience, followed by reflection and conceptualisation and experimentation. The overbooking incident served as an experiential learning experience because I learned through practical experience and subsequent reflection, and adaptation.
The actions I took follow the principles of Herzberg's Motivation-Hygiene Theory (1959). The positive feedback from Niall and Mirek functioned as motivational factors which strengthened my sense of accomplishment and self-assurance. The experience demonstrated that hospitality staff motivation stems from meaningful work responsibilities and guest appreciation rather than financial incentives.
The service quality model of SERVQUAL (Parasuraman et al., 1988) contains five service quality dimensions. The dimensions include: reliability, responsiveness, assurance, empathy and tangibles. The two essential service quality elements during this incident involved prompt issue resolution and guest emotional support. The experience showed me that academic theories from Level 4 provided essential knowledge for making decisions in real-world situations.
The management approach at the Burlington Hotel combines elements of democratic and situational leadership according to Hersey and Blanchard (1988) under Mirek and Niall's leadership. The team members receive different levels of communication and delegation based on their demonstrated competence. The situational leadership theory's "delegating" stage matches my development path because my managers, Niall and Mirek, provided me with increasing responsibility after I demonstrated my ability to handle stressful situations. The hands-on experience of adaptive management at Burlington Hotel taught me about effective leadership methods which combine staff trust with proper control to create confident employees.
The management approach of Linda as Housekeeping Manager during my Level 4 placement differed from the approach I observed at the Burlington Hotel. The Housekeeping Manager used an autocratic leadership style, which focused on task completion without team input, which sometimes led to decreased motivation and poor team dynamics. The observation of different leadership approaches made me understand how flexible leadership affects employee happiness and customer satisfaction.

[bookmark: _Toc213334756]5. Conclusion

The process of handling customer service problems demands both practical skills and emotional intelligence from service providers. The delivery of guest satisfaction depends more on emotional intelligence and effective communication and decision-making skills than on procedural systems.
My current position at Burlington requires me to handle situations independently, which differs from my Level 4 placement experience, where I mainly observed hotel operations. The experience has helped me build self-assurance while teaching me to be more patient and showing me how theoretical concepts apply to real-world situations.
The support I received from Mirek and Niall, along with my colleagues, proved essential for my learning process. Their feedback motivated me to develop critical thinking abilities and quick adaptation skills. My future success in hospitality management depends on my ability to improve my system knowledge and multitasking abilities and assertiveness skills.

[bookmark: _Toc213334757]6. Action Plan
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The Gibbs reflective model enables me to maintain continuous practical learning, which will help me achieve management positions in hospitality.

[bookmark: _Toc213334758]Conclusion and Future Development Targets 

This Level 6 experience at The Burlington Hotel has made me understand how much I have developed since my Level 4 placement. My ability to manage challenging guest situations and deliver effective communication, and apply theoretical knowledge to practical situations has improved substantially. The hotel management position requires me to demonstrate three essential qualities, which include confidence and adaptability and proactive behaviour. 
The most important lesson I have learned is how theoretical concepts apply to real-world situations, especially when it comes to service recovery and motivation and leadership. Guest service excellence requires both operational precision and emotional connection, and professional conduct.
My future development targets:
· I will develop my leadership abilities by watching my senior colleagues and seeking their feedback.
· I will enhance my system and organizational abilities to work independently with complete assurance.
· I will achieve my career goals in hospitality through this action plan while maintaining reflective practice to deliver outstanding guest service and effective team leadership.
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Development Area  Specific Actions  Theoretical Link  Expected Outcome  

Technical and  operational  competence needs  improvement  I will ask Mirek to provide  training about the hotel PMS  and booking management  system to enhance my ability  to perform guest check - ins and  billing tasks efficiently.  Kolb’s (1984)  Experiential Learning  Cycle requires active  experimentation through  practical application of  learned knowledge.  The training program will  help me develop better  operational skills and  system management  abilities.  

Leadership  abilities and  communication  competencies need  improvement  I will watch Niall and Mirek  lead staff during meetings and  handle guest relations while  learning to maintain  composure and show  understanding to both staff  members and guests.  Goleman (2000)  Emotional Intelligence  requires leaders to  control their emotions  while showing empathy  to achieve success in  their role.  The development of  leadership skills and  improved  communication abilities  will create better  teamwork and higher  guest satisfaction.  

The academic  knowledge needs  to stay active  throughout the  learning process.  I will use Marketing Essentials  and Hospitality & Guest  Services knowledge to create  better guest communication  through pre - arrival emails and  post - stay feedback  suggestions.  Service Quality and  Brand Consistency  Theory enables  marketers to connect  marketing concepts with  customer experience  management.  Theoretical knowledge  will become more  relevant to practical work  which will result in better  guest retention and  higher satisfaction levels.  

 


