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My present placement is in the Novotel City Centre Cardiff, which is a four-star hotel in the group of Accor Hotels located in the centre of the city. The establishment caters to both business and leisure customers, providing modern accommodations along with conference facilities. I have worked hand in hand with Reception Manager Tom Jagings and Operational Manager Kamilla Roback who has mentored me through their feedbacks on customer service, communication, and administrative accuracy. My daily colleagues in the work process are also Monira,Mary, David, Vitus, Antonny, and Elly, whose teamwork and commitment to the importance of excellent service delivery have significantly helped me to improve my learning process. This reflective log follows Kolb Experiential Learning Cycle which anticipates learning in the form of concrete experience, reflective observation, abstract conceptualisation as well as active experimentation. This aims at showing how I have been able to develop professionally by connecting my Level4 foundation of placement to my present experience at Level 6.
 Kolb’s Reflective Cycle
[image: David Kolb's Learning Styles and Experiential Learning Cycle]
Figure 1 Kolb's Reflective Cycle
Source: EarlyYears TV (2025)

Concrete Experience
A major incident that occurred during my placement was a big conference, which was being held in Cardiff. Later in the evening of the incident, the hotel had to face a busy afternoon of late check-ins with over 120 guests reporting to stay within two hours. Being part of the reception department, I was involved in the check-in process, responsiveness to impatient customers, and some booking problems. I was good at using Opera PMS system, and it helped to reduce delays, but the situation remained high-pressure. To try and optimise the speed of the check-in, we did the check-in for the group prior their arrival, we  made the keys and cards ready and assign all the room. Even though we try to prepare for the group arrival not everything went without a glitch; there was an error with the allocation of a room for one of our  international guest. A reservation system had mistakenly assigned a double room and not a twin room. The guests showed discontent, and a solution had to be found immediately. I also communicated with the sales and reservations department, bargained with the housekeeping to get the rooms ready, and reassured the guest along the way. In the end, the problem was solved in a pleasing manner and the guests showed appreciation to the help that was provided. Another incident was at the check out when an American guest request his invoice but didn’t understand the invoice and all the charges starting to be very rude with my   colleague, Vitus  and pointed at me for a managerial help. Even thought was my first week there ,I calmly and collected I approached the guest, listen to him and his concern, I   did understand what he wanted his invoice to reflect, just the spending at our  hotel eg: breakfast, and parking charges and not the charges he already paid when he booked his stay ,even though being done to an external agency we got pay only at his check-in. Reflectively, Level 4 experience in a small Premier Inn hotel equipped me with this phase. The work in that environment was not that complex, but I gained a basic insight into how guests were interacted with and the simple aspects of management, which ensured my confidence to work in bigger establishments in Novotel.
Reflective Observation
In the former case, I was stressed, and I felt like being under pressure in some way due to the constant flow of the visitors. During peak times, the mean reception waiting time increased to 15 min, and it became an aggravating factor to the guests. Nevertheless, I remembered the concept of teamwork and I used my colleagues Mary, David, Vitus, Antonny, and Elly to assist me in coordinating well under the supervision of Tom Jagings. In the second case. The Reception Manager told me to stay calm and concentrate on finding solutions as opposed to rumination of the problem. This is in line with the group development stages presented by Tuckman, where the performing stage refers to a team that works effectively under pressure (ASET, 2017). Similarly, the Hofstede cultural dimensions have helped me understand the importance of cultural expectations because the guest was brought up in an environment where efficiency of the services is highly valued. These theoretical models made me consider not just my personal input, but also the way hospitality groups have to adjust to the diversity of guests.

Abstract Conceptualisation
I found several important lessons. To begin with, there was the primacy of operational knowledge. Effective use of Opera PMS was instrumental in the late check-in situation as failure of the system might have increased delays. Studies have shown that the check-in experience, which is the first contact, has a significant impact on total customer satisfaction as it essentially preconditions the perceptions of the guest about the remaining stay (Busser et al., 2022). Second, I developed service recovery competencies. It demanded technical expertise, and the ability to sympathise and reassure to correct the booking mistake. This is in line with service recovery paradox whereby an issue that is well-managed will actually lead to increased guest loyalty than when there was no issue at all (Hagg, 2013). These are insights that are closely related to my Level 4 modules. According to Anderson (2025), the two main aspects of service quality that can play a crucial role in the hotel guest loyalty is reliability and responsiveness. The theories of leadership, including the Situational Leadership that proposes the adjustment of the leadership style to the level of maturity of team members (Klarström et al., 2025), could be used as well. This was demonstrated in the coaching role my supervisor played where I was very much guided and given a sense of autonomy as I was being given room to learn with responsibility. In the absence of the theoretical support of Level 4, I would have found it difficult to abstract practice into scholarly perception and my growth would have gone no further than I did in terms of superficial working knowledge.
[bookmark: _Toc210224911]Active Experimentation
[bookmark: _Toc110252969]In the future, I will apply these lessons when performing my duties in the rest of the placement as well as in my future professional activities. Through systematic implementation of what I have studied, I expect to be more strategic towards handling the guests and managing operations. To improve my confidence in managing guests, I will practice active communication skills of clarity and precision in situations involving high pressure. The commentary of the industry shows that guests pay a lot of attention to effective communication as the factor that promotes trust and satisfaction as opposed to the mere speed of service (Hotel News Resource, 2023). Hence, I will embrace the culture of taking a break to clarify even where time is of essence.  In case the same situation occurs, I would advise that we delegate in a structured manner, according to these empirical observations. The given approach is consistent with the PDCA (Plan-Do-Check-Act) cycle introduced by Deming that may be utilised in order to repeatedly optimise operational processes in a hospitality environment (Isniah et al., 2020).
The problems I had with the challenging visitors gave me a chance to build my conflict resolving competencies. The negotiation strategies that I will employ in the future are those that will bring about win-win situations like the incorporation of small compensations like free drinks in case of delays. These strategies are aligned with general hospitality literature related to retention of satisfaction among the guests and balancing operations within limited operational conditions. In the long run, these events will determine my career path. My future is to move to a level of a duty manager, where the leadership, decision-making and administrative control are the key factors. In this regard, I need to continue improving my technical knowledge of financial reporting and revenue management. The combination of reflective practice and the set academic models will help me be more qualified to take on more comprehensive roles in the hotel management industry.
Conclusion and Development Plan
This reflective log will show the role that my placement at Novotel City Centre Cardiff has played in my professional development. Through the use of the Kolb cycle, I was able to critically assess my answers to operational issues, contemplate on my behaviours and connect my actions to the scholarly theory. I have gained new skills in administration, a greater ability to overcome stress, and enhanced skills in managing guests. My first learning points, which are to become more confident in managing complaints, become more cooperative in the Reception team, and implement theoretical models in practice, have been achieved to a large extent, but I am still to develop more. To continue my development, I will sharpen my financial reporting skills by studying the field better to be more appropriate in management roles and gain confidence in organising shift briefing and team meetings.
[bookmark: _Toc210224913]
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