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This reflective learning log explores my professional and personal growth in the Level 6 placement at Novotel London Wembley, which is a branch of the Accor Hotels group (All.accor, 2025). I had the opportunity to work in the Reception Department at the Front Desk Associate position, where I worked directly with guests, answering the calls and ensuring the daily running of activities is smooth and without any problems. My fundamental duties included welcoming the guests and assisting them in the process of arrival and check-in, check-out, verification of the reservation information, helping with knowledge of the hotel services and the local attractions, and communication with other departments like housekeeping and food and beverage. I also made phone bookings, issued payment, and followed emergency protocols such as fire evacuation.
During the course of the placement, I was closely supervised by my supervisor, Ms Hannah Roberts, who works as the Front Office Manager, and other employees, Alex Carter and Maria Gomez, whose assistance greatly contributed to my professional growth. I have organized this reflection in accordance with Gibbs Reflective Cycle (1988) to describe and analyze and plan the actions in a systematic way. 
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Description
Throughout my placement, I had a wide range of responsibilities to do and they were required to ensure that the front desk operated efficiently. Every day was opened by presenting a professional smile and assuring that the experience of the arrival of a guest should mark the level of the services provided by Novotel. I regularly helped clients in the check-in procedure, checked the reservation and reserved a room according to the needs and preferences. I also provided details on the amenities of hotels, the food to eat, transportation to and from, and the places of interest in the area and attempted to answer with the best responses possible.
I was also involved in telephone booking of guests as well as the close coordination with other departments besides dealing with the guests. An example is that I made frequent contacts with the housekeeping to ensure that rooms were ready and with the Food and Beverage to ensure that the packages and breakfast plans were up to expectations of the guests (Bardhan, Byrd and Boyd, 2023). I made payments effectively at the check-out, checked the accuracy of billing and received feedback regarding the stay of the guests. An emergency drill, such as fire evacuation practice, also helped me to improve composure and confidence under pressure. All these experiences enhanced my multitasking, communication, and decision-making skills and strengthened the operational requirements in the hospitality field.
Feelings
Firstly, I felt excited and nervous simultaniously. The first impression is the area where the hotel is received and I realised that there was a need to be professional, accurate and understanding in any interaction. Sometimes it was difficult to deal with more than two or three guests at a given time especially during rush hours of check-ins. I was most anxious when technical difficulties occurred, e.g. slow system responses or booking issues. However, these feelings eventually developed into confidence as I would get used to the systems and the working process.
One such event that was quite emotional was a customer who was angry about being assigned the room of his choice. I felt nervous, but then I remembered the principles of Customer Relationship Management (CRM) Theory, according to which the development of trust, empathy, and long-term relationships with the help of effective communication is provided (Al-Bashayreh et al., 2022). The use of these principles enabled me to be calm and concentrate on solving the problem.
Evaluation
The analysis of my experience shows that I have grown significantly in terms of professionalism and independence. The reception desk position required accuracy, patience and flexibility (Baquero, Khairy and Al-Romeedy, 2025). Serving and welcoming guests helped me to improve my interpersonal and communication skills, and managing check-ins and payment helped me become more attentive. I have also realised that teamwork and coordination are critical; effective operations rely on coordination between departments.
The ability to address guest complaints explained how I have improved my emotional intelligence and decision-making. The application of the CRM principles helped to understand that the quality of service goes beyond the needs of the moment, down to the establishment of unforgettable experiences that contribute to repeated business. On the same note, the Two-Factor Theory as presented by Herzberg informs me on what drives me to work at my place of work. Herzberg argued that motivation factors (achievements, recognition, and responsibility) lead to job satisfaction and hygienic factors (work conditions and organisational policies) deter job dissatisfaction (Lee et al., 2022). The recognition provided me by my supervisor after I managed to solve a complicated guest problem served as a motivator in my case; it supported my dedication and interest. 
Analysis
The placement enhanced my understanding of operations in the hospitality industry and customer relationship management. The Customer Service Management module has taught me that the quality of the interaction with the guests determines the perception of the brand in general. Practically, welcoming guests, addressing them by their names, and customising the communication proved all these theoretical ideas. The CRM model made me consider every interaction as a strategic element of the development of long-term loyalty as opposed to a one-off sale.
Operational efficiency, coordination, and lean management in service delivery is an aspect of service delivery that broadened my knowledge in Hospitality Operations Management. This was a useful piece of knowledge in terms of peak check‑in periods. Indicatively, operational flow was enhanced by use of checklists to affirm room preparation and proper coordination with the housekeeping (Lee et al., 2022). 
CRM Theory became especially applicable when answering the calls of the guests or replying to the questions. One case was when a guest asked about parking, I would provide a clear and elaborate guidance and other alternatives, thus solving the problem and increasing the satisfaction levels as well as the guest perception levels of professionalism.
My problem-solving and leadership preparedness were also developed through the placement. Being included in a fire evacuation exercise showed that I can maintain myself under stress and that I can easily liaise effectively with other departments. The lesson of this experience was the necessity of readiness, quick decision-making and understanding guest safety. Gradually, I felt more comfortable in taking responsibility and leading people, which is a professional and personal growth.
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The consideration of the placement by applying the Reflective Cycle outlined by Gibbs has helped me realise how the combination of theoretical knowledge and practical experience can influence the creation of professional competence. During my time at Novotel London Wembley, my customer service, communication, and operational coordination competencies increased. The CRM Theory also enhanced my ability to build a long-term relationship with guests, whereas the Two-Factor Theory developed by Herzberg helped to understand what factors determine motivation and satisfactions at the workplace.
Even though I have acquired strong front-office and interpersonal skills, I understand that I need to enhance my leadership skills and knowledge in property management systems. 
Development Plan (SMART Table)
	Goal
	Specific
	Measurable
	Achievable
	Relevant
	Time-bound

	1. Develop leadership and delegation skills
	Take responsibility for mentoring new reception interns during shifts
	Supervisor feedback and peer evaluation
	Supported by Front Office Manager
	Prepares for future supervisory roles
	Within 3 months

	2. Improve digital proficiency in PMS/CRM systems
	Complete Accor online training on Opera PMS and guest profiling
	Certification of completion
	Training available on Accor Learning Hub
	Enhances accuracy and efficiency
	Within 6 months

	3. Strengthen communication under pressure
	Participate in complaint-handling and emergency workshops
	Evaluation reports from HR training team
	Accessible via hotel’s L&D department
	Builds confidence and professionalism
	By end of placement
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This learning reflection outlines my advancement in achieving the competency of becoming a competent hospitality practitioner by integrating both theoretical and experiential knowledge. The placement not only increased my working skills, communication competency, and problem-solving skills, but also shaped my professional identity. The reflection cycle created by Gibbs led to the development of the critical self-awareness, whereas the use of the CRM and motivational theories introduced by Herzberg widened my understanding of the quality of service and the motivation of employees. Therefore, I am well-placed to boldly proceed to the leadership positions in the hospitality field.
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