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My current Level 6 placement is at Delta Hotels by Marriott Newcastle Gateshead, where I am working in the Leisure Club department. This area of the hotel offers key facilities such as a gym, swimming pool, sauna, personal training sessions, a beauty room, and a hair salon (Marriott International, 1996-2025). My main responsibilities involve supporting daily operations on the Leisure Club reception desk alongside my colleagues Mark, Ben, Alex, Lee, and Joe, under the supervision of the Leisure Club Manager, Lauren.
This reflective log uses Gibbs’ Reflective Cycle (1988) to analyse key experiences during my placement and compare them with learning from my Level 4 Front Office placement. I will show how my confidence, communication, and teamwork have progressed, supported by academic learning from modules like Hospitality and Guest Service Management (BMIH4003) and Food and Beverage Operations. The purpose of this reflection is to show my development and identify areas for improvement as I move toward a career in hospitality management. 
Main Body:
Gibbs’ Reflective Cycle (1988) helps learners reflect on experiences through six stages. It allows people to look at negative and positive experiences to learn to improve. Reflection helps individuals to understand what worked well and what did not, how to improve next time. Gibbs and Reznick (2017) explain that reflection connects traditional learning with practical experience, helping students develop critical thinking and professional awareness. 
Stage 1: Description  
During my placement in Leisure club at Delta Hotels by Marriott Newcastle Gateshead, one situation that stood out to me was when a member informed me that the shower water was running just warm. I was working with my colleague Mark at the time. The member politely reported the issue at the reception desk, and immediately I apologised for the inconvenience and thanked him for letting us know and I have informed Mark. He contacted the maintenance team and went straight to check the shower to confirm the issue. The problem was solved whiten a short time, and the member thanked us for our quick help. 
This situation reminded me of my Level 4 Fron Office placement, where I often felt unsure about how to handle complaints. This time, I felt calmer and more confident. It also showed me the importance of teamwork and communication in keeping guests satisfied, which are key parts of hospitality operations. 
Stage 2: Feelings
When the Leisure Club member told me the shower water wasn’t cold like it should be, I felt disappointed because I wanted every guest to fully enjoy their visit. At the same time, I was calm and confident that I could help by informing my colleague Mark straight away and keeping the guest updated. I felt good knowing that I could make a difference and help solve the problem quickly.
At Level 4 I often felt nervous handling complaints, but now I feel calmer and more confident. Now, during my Level 6 placement, I feel much more in control. I have learned how to stay calm, communicate clearly, and focus on solving the issue instead of panicking. I also noticed that I communicate better with both guests and colleagues, and I feel proud of how much I’ve grown in confidence and professionalism since Level 4.
Stage 3: Evaluation
The situation went well because my colleague and I communicated clearly and acted quickly to resolve the issue. This helped maintain guest satisfaction, which matches Vallen and Vallen’s (2013, p.213) view that quick and positive interactions shape a guest’s judgement about service quality.
Compared to my Level 4 Front Office and F&B placements, I now feel much more confident handling unexpected issues. At Level 4, I often felt unsure when guests raised concerns, especially during busy times. I have learned that quality service requires more than completing tasks-it depends on strong product knowledge, clear communication, and effective teamwork (Cousins and Weekes, 2020).
This time, I felt calmer and communicated efficiently with both the member and my colleague. The experience showed how much I have grown, becoming more confident, professional, and able to act independently without waiting for a supervisor to tell me what to do.
One thing that could be improved is following up with the member after the issue was solved. It would show extra care and help build trust.
Stage 4: Analysis 
This experience helped me understand that service operations are not only about completing daily tasks but about creating value for both guests and the organisation. Johnston, Clark and Shulver (2012, pp.13-14) explain that operations managers are responsible for ensuring efficiency while also delivering the right outcomes for customers. The fast response from Mark and the maintenance team demonstrated this balance, as it helped prevent further complaints and maintained a positive guest experience.
Cousins and Weekes (2020) emphasise that guest satisfaction relies on communication and staff behaviour. This helped me understand how important it is to respond politely and professionally - even when issues happen.
I also linked this to my learning from Level 4 Hospitality and Guest Service Management. Walker (2021) explains that hospitality employees must show empathy and provide reassurance when guests face issues - something I used here by apologising sincerely and responding calmly. This helped build guest trust and confidence, even before the issue was fully resolved.
Work-based learning continues to support both my personal and professional development. Haag (2013) states that placements help students connect theory and practical experience, and during this scenario, I applied what I learned in class to a real guest issue. This experience also reflects ASET's (2010) guidance that students should take responsibility for their learning and act as ambassadors for the university while in placement. My colleague Mark and manager Lauren, both supported me, which aligns with Felce’s (2019) view that effective placement experiences depend on collaboration between staff, the organisation, and the student.
Stage 5: Conclusion
My placement at the Leisure Club in Delta Hotels by Marriott has been a valuable experience that helped me apply theoretical knowledge in a real hospitality setting. I developed key skills in communication, teamwork, and guest service through everyday tasks and specific challenges, such as resolving the shower issue. This experience showed me how essential it is to stay calm, act quickly, and work as a team to maintain high service standards (Johnston, Clark and Shulver, 2012).
Reflecting on my Level 4 Front Office placement, I can now see how it prepared me for this stage by helping me build confidence in guest interaction and understand operational processes. At Level 6, I feel more capable of managing problems and working with others, which supports my growth toward a hospitality management career. The modules I studied, especially Hospitality and Guest Service Management and Food and Beverage Operations, helped me better understand the theory behind service excellence (Cousins and Weekes, 2020; Walker, 2021). 
Stage 6: Action Plan 
To continue developing as a hospitality professional, I plan to:
1. Improve leadership skills - Take on more responsibility during shifts, observe how managers lead, and ask for feedback on my performance.
2. Strengthen communication and conflict resolution - Attend workshops or online courses and reflect regularly using Gibbs’ Cycle to identify areas of improvement.
3. Enhance industry knowledge - Continue linking theory to practice by revisiting key textbooks and applying concepts during work tasks.
4. By following these steps, I will be better prepared for future management roles and contribute more effectively to guest satisfaction and team performance.
Conclusion:
This placement has helped me develop confidence, better communication, and problem-solving skills when dealing with guest issues. Compared to my Level 4 placement, I now feel more prepared, calm, and productive when working in busy situations.
The incident with the shower taught me the importance of fast teamwork and clear communication in service operations. It also helped me apply knowledge from Level 4 modules like Hospitality and Guest Service Management, showing how theory and practice work together in real situations. Reflecting on this showed me how far I’ve come but also highlighted areas like leadership and follow-up communication that I want to keep improving.
Through this experience, I now understand how essential it is to combine learning with practice. I feel more confident about my future in hospitality, especially in management roles where motivating others, solving problems, and providing great service are key.
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