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My current placement is at the Ibis Portsmouth Centre where I have worked in various departments such as reception, restaurant, bar, kitchen, and housekeeping. The rotation has enabled me to learn how various sections of the hotel relate to provide a seamless visitor experience. My key duties include reception welcoming, serving food and beverages, cheque-ins and cheque-outs, and assisting the housekeeping team and the kitchen during a rush. I also had experience working in the front desk section of the same hotel earlier where I got to learn the fundamentals of guest service, working as a team and communicating. Going back to the same organisation has assisted me in accumulating those initial experiences, assume additional roles, and bring the knowledge to the new departments. During this placement, I have closely been mentored by Diana Langa the Assistant Manager, Svetlana of food and beverage and Cici of housekeeping. In order to reflect on my development, I will apply the reflective cycle of Gibbs, which is very effective for reflecting what I have learned (Markkanen et al., 2020).
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Based on Gibbs reflective cycle, I will reflect on two actual situations in my placement. Both cases challenged my skill to remain calm, behave responsibly, and collaborate with others in the stressful condition, which are very important in the hospitality industry (O'Fallon and Rutherford, 2010).
[bookmark: _Toc213851186]Experience 1: A Guest Left Without Paying
Description
An evening when I was working at the reception, I had a guest cheque out in a hurry claiming that he would come later and settle his bar bill. However, they never came back. By the time the shift was finished, I saw that the balance was still there in the system, unpaid. I promptly informed Diana, the Assistant Manager who went to cheque the CCTV and affirmed that the guest was out of the premises. She described the steps further, such as night audit update, incident report, and reporting to the head office.
Feelings
Initially, I was stressed and disappointed since I encountered the guest earlier and did not anticipate the guest not to pay. I also feared that I could have done something wrong. Diana however assured me that it is possible in the hospitality business, but that it only depends on how I managed the situation.
Evaluation
This experience helped me understand the role played by responsibility, honesty, and adhering to hotel procedures. I learned that carefulness and clarity in dealing with guest accounts is crucial in avoiding such issues (Reynolds et al., 2021). It also taught me that errors or unforeseen events are a chance to learn and get better.
Analysis
The situation is related to the motivation theory by Herzberg that emphasises recognition and responsibility as factors employees are motivated by (Peramatzis and Galanakis, 2022). Diana made me feel important and encouraged to assist her deal with the problem in a proper manner. It is also connected to the experiential learning cycle by Kolb emphasizing learning by experience and reflection (Morris, 2020). This challenge led me to realise the significance of attentiveness during financial process and department to department communication, like between the bar and the reception. I also remembered customer satisfaction theory that underlines prompt and professional reaction to service failures or problems (Aka et al., 2016). This was not a guest complaint but the need to respond to them efficiently and in a professional manner enabled the hotel to overcome the situation.
Conclusion
I came to know that mistakes or unfortunate incidents might occur, but the point is that my reaction it. I felt more assured to use hotel system to confirm transactions and assurance that the guest bills are correct before leaving the hotel.
Action Plan
In future, I will maintain my financial awareness by studying the billing and night audit procedures. I am also going to verify the accounts twice before the guests walk away and stay in touch with other departments so that no information is missed.
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Description
Another significant experience was during one afternoon when I was assisting in the restaurant and bar zone. The fire alarm suddenly went off, and a number of guests panicked. After the safety process, I stopped serving at once and led guests to the nearest exit. Svetlana assisted in calming down all and Diana, ensured with the reception and maintenance teams about whether it was an actual fire or a fake alarm. It was confirmed after several minutes that this was a false alarm due to kitchen smoke.
Feelings
Initially, I became panicked since it was my first-time in a real emergency and the alarm was loud and startling. But the presence of Diana and Svetlana, who waited ready, gave me the necessary mind. I did as I was told and I attempted to be optimistic when helping people to leave the building.
Evaluation
This experience made me realise that it is necessary to be prepared to tackle any emergency and stay calm. It also demonstrated the power of teamwork and communication in preventing the panic (Vallen and Vallen, 2014). Despite this being a mere false alarm, it helped me to test the safety procedures at the hotel and how the different departments would interact in the event of such an occurrence.
Analysis
This scenario is connected with the Tuckman teamwork model, developing a team according to four stages of forming, storming, norming, and performing (Fidalgo-Blanco et al., 2024). In the case of the fire alarm, our team got to the performing stage promptly and performed effectively without any confusion. Everybody knew his or her role and this kept guests safe and relaxed.
The experience is connected to the hierarchy of needs as well, the safety and security level (Carducci, 2020). In cases of emergency, guests seek guidance with staff. This knowledge made me aware of the importance of emotional intelligence and communication in the hospitality industry. I also remembered from my previous learning that planned systems and training are major instruments in ensuring service quality, even under disruption.
Conclusion
This experience allowed me to be more confident, aware, and able to remain calm during emergencies. I found the learning of the necessity to be familiar with the hotel procedures and be able to respond when guests are at risk and informed.
Action Plan
In the future, I will continue to educate myself on the health and safety policy of the hotel and attend further sessions on fire and emergencies (Reynolds et al., 2021). I will also seek to empower my leadership competences in order to support others in a situation of need with a lot of confidence.
I have been employed at the front desk of Ibis Portsmouth Centre earlier on and coming back to the centre in this placement has helped me to not only apply what I already knew but also go beyond that. My experience has grown beyond reception to restaurant, bar, kitchen, and housekeeping, which allowed me to understand how each department works towards satisfying the guests. I enhanced my ability to team up and interact with others when partnering with Diana, Svetlana, and Cici, and the ability to tackle a real problem solidified my confidence and preparedness to meet managerial expectations in the future.
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In conclusion, I have found my experience with Ibis Portsmouth Centre to be a great way to develop my existing experience base and enhance my knowledge of the hotel business. The Gibbs reflective cycle enabled me to identify my development of communication, leadership, and decision-making skills in different departments. I have also learnt to stand calm when pressure sets in, safety measure and handling of sudden challenges professionally. To continue the growth plan further in the future, I will learn some new information about hotel systems such as reservation and billing software, my ability to be a better supervisor, and improve my understanding of sustainability in hospitality operation. I also wish to engage in additional customer service training and emergency responses training. This position has boosted my confidence, professionalism, and supporting potential of the hotel management and guest satisfaction.
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