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The Level 6 placement was at the Best Western Abbots Barton Hotel, and that is a 3-star hotel in the Victorian style and located in the town of Canterbury. The hotel is located in a competitive hospitality market, and it has a leisure market and an international business market. I was assigned to the Reception/Front Office Department that represents one of the operational hubs that handles check-ins, check-outs, guest enquiries, reservations, and interdepartmental communications (Vallen & Vallen, 2014).
Being a reception assistant, I was expected to meet the guests and organise the reservation and assist with the issues of the guests. I was able to work with the Front Office Manager, Ms Sarah Collins, and Guest Relations Officer, Mr David Patel, who took up the role of influencing my professional and interpersonal growth.
In this reflection, I would adopt the Gibbs Reflective Cycle (1988) that offers a methodical reflection with the help of six steps that involve description, feelings, evaluation, analysis, conclusion, and action plan. 
[bookmark: _Toc212403212]2. Reflective Analysis 
[image: Gibbs Reflective Cycle]
Figure 1: Gibbs Reflective Cycle (1988) Gibbs, G. (1988)
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This was especially memorable in two situations that happened during my placement and made a tremendous difference to my development.
Scenario 1: I handled a room-confusion customer complaint. A guest who had booked in advance a higher standard of room, which was a double room, had been assigned a standard twin room. The pressure and the situation necessitated a solution reaching a point within as little time as possible, and at the same time, professionalism was no longer jeopardised.
Scenario 2: This was my situation where I was arranging the guest check-outs during a very busy daytime in the morning of the day where it was a full occupancy weekend at the hotel. Check-in lines were extremely long, and communication among employees was at a critical level in order to ensure a smooth flow of activities.
[bookmark: _Toc212403214]2.2 Feelings 
The first thing that was making me nervous was handling the guest complaint, and I was scared of the possibility of making an error which would result in a formal complaint. However, the Level 4 placement in a smaller boutique hotel helped me remain calm and understanding. I was not completely new to the fact that you can defuse tension by controlling emotions and active listening (Hagg, 2013).
I also had stress as well as motivation in the busy checkoutperiod. However, the pressure did not interfere with my proactive and supportive attitude towards colleagues, which was facilitated by the existence of a sense of responsibility and teamwork. All these emotions meant that there was some transition to a reactive student and a confident and reflective practitioner (Felce, 2019).
[bookmark: _Toc212403215]2.3 Evaluation 
In Scenario 1, I would have successfully dealt with the guest through listening and offering him an apology and following it up with an upgraded room and a free breakfast voucher. The responses of the Front Office Manager showed that my style was in line with the customer service policy of the hotel and a model of a problem-solver. However, I also noticed that the error of booking could be eliminated in case of greater collaboration with the reservations team (Vallen & Vallen, 2014).
As in Scenario 2, despite the initial rush, I was capable of making delegations and communicating with the housekeeping in order to prioritise room preparation. This ensured efficiency of the check-outs and the check-ins. However, I realised that I needed to be more demanding when addressing the expectations of the guests in instances of inefficiencies. The experience made the importance of time management and service recovery clear to ensure that guests are satisfied (Wood, 2013).
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Both case studies, by the lens of Gibbs's (1988) model, suggest the importance of the connection between theoretical education and professional activity. My Course 4 module, Hospitality Operations Management, initiated me to SERVQUAL, one of the models of assessing the quality of service in five dimensions, which are reliability, assurance, tangibles, empathy and responsiveness (Parasuraman et al., 1985, cited in Wood, 2013). In the first scenario, I applied such principles as empathy and responsiveness when I listened to the complaints of the guest and tried to make him feel better about the services.
The other module, Customer Service and Communication Skills, was also devoted to the motivation theory introduced by Herzberg, which separately identifies hygiene factors and motivators (Bardi, 2010). This process made me decide on hygiene factors: comfort of the guest and problem solution, which is simple but not a motivating aspect unless enhanced by an emotional appeal.
Another thing that the two experiences can assist in comprehending is the significance of reflective practice in work-based learning, which ASET (2017) prescribes. This was reflected to enable me to outgrow the execution of the technical tasks and to be in a position to look further into the depth of self-awareness and adaptive professionalism. This aligns with the argument that Felce (2019) made that high-quality work-based education is founded on the integration of reflective learning and the needs of the real workplace environment.
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These two situations analysed with reference to Gibbs' model have allowed me to determine how my Level 4 learning was used as a direct contribution to my Level 6 professional competence. I have also been able to develop into a more effective communicator, understanding and leader, especially when dealing with complex matters related to the guests.
I was instructed that the quality of the hospitality sector is based on the efficiency of operations and emotional intelligence and reflective adaptability (Vallen and Vallen, 2014). It also demonstrated how theoretical models, such as SERVQUAL and the Herzberg overview, may be applied to everyday decisions and enhance service quality level by using them.
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I would develop my leadership communication and conflict resolution skills in the future. My SMART goals are as follows:
Specific: Complete a certified workshop on customer service leadership in 6 months in order to acquire skills in conflict handling.
Measurable: Have good feedback taken by the supervisors, and make sure that at least 90 per cent of the future placements are going to have a guest satisfaction rate.
Attainable: Use the mentoring of my current Front Office Manager to be able to gain situational confidence.
Relevant: The competencies are directly connected to my career objective of becoming a Front Office Supervisor.
Time-bound: In the first year of graduation, it is measurable that there should be an improvement.
This development plan falls under the Experiential Learning Cycle of Kolb (1984), which is concerned with lifelong and experience-based learning. These steps will enable me to advance the level of my personal and professional competence and be prepared to take on more significant positions in the field of hospitality management (ASET, 2017).
[bookmark: _Toc212403219]3. Conclusion and Development Plan 
The reflective process has demonstrated how I have improved in the same manner that I was capable of doing the work mainly at my Level 4 placement, and now I can think critically, become a leader, and practice professional autonomy at Level 6. My present place of work, the Best Western Abbots Barton Hotel Canterbury, has reinforced my understanding of the interdependency of theoretical knowledge and practice.
Among the most important learning outcomes, the improved degree of customer service competence, emotional intelligence, and the opportunity to apply the academic models, such as SERVQUAL and Herzberg's theory, to the real world of hospitality may be named. My future career goals will be:
· To qualify as a supervisor in the front office operations department to gain more experience in management.
· To achieve professional qualification in hospitality leadership within the following two years.
· My career preparation in the hotel management field has increased significantly as a result of the incorporation of theory and experience within the place of work.
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Use of Generative AI in Assessment
	Category
	Description
	Yes
	No

	RESEARCH
	For this assessment, you can use Generative AI to support you in research and data analysis
	☐
	☒

	STRUCTURE
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts and headings, etc.
	☐
	☒

	PROOFREADING
	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including getting suggestions to rephrase your work.
	☐
	☒

	WRITING
	For this assessment, you can use Generative AI to create text for submission.
	☐
	☒

	CREATIVE
	For this assessment, you can use Generative AI to create creative materials, such as images.
	☐
	☒

	PROGRAMMING
	For this assessment, you can use Generative AI to create and check code.
	☐
	☒

	NONE
	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading support and creative support.
	☒
	☐
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