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PART 1: REFLECTIVE WRITING USING GIBBS’ MODEL 
[bookmark: _Toc197700220]INTRODUCTION 
In my placement in the Hotel Administration and Front Office department, I had the chance to be a part of countless different roles that helped me define what the hospitality industry is. During the time spent in front office I familiarized myself with the basic front office operations including guest check-in/check-out, guest requests, and administration. At the reception, I have felt welcome by the staff and other guests, which contributed to the development of my skills in customer service and organization. This reflection shall critically discuss my experience, highlighting positive and difficult situations experienced by me in this department. I will also link my reflection with hospitality theories and standards of practice in the industry to demonstrate a deeper understanding of my experience. 

[image: Applying the Gibbs Reflective Model: an essay for the Future Skills Award  from MMU | by helen abdul | Medium]
[bookmark: _Toc197532900][bookmark: _Toc197695598]Figure 1 Gibbs reflective cycle

Description:
During my placement at the hotel, I spent one month at the hotel’s reception. During this time performed a variety of activities that contributed to my development as a professional in the hospitality sector. I was assigned the morning shift. My role was to check the lobby seeing that it was presentable and preparing complimentary for the guests such as water and apples. I learned how the hotel operates in a regular day- to-day business, according to a very detailed checklist per shift. One of the main responsibilities I had was ramping the Downtime Report every two hours containing the status of room and guest occupancy in the event of a system failure or emergency. I took care of guest check-ins and check-outs, requests for additional things such as champagne or cards for special occasions and making sure that the guests needs where taken care of. The hotel had a peculiar policy of refusing receptionists to sit on shifts, stressing the need to keep moving and be involved. I also communicated with customers helping them with their luggage and guiding them on hotel services. Through my role also I was required to answer phone calls, receive complaints from customers and prepare the executive rooms where they had their special perks, namely a welcome letter and drinks voucher.
Feelings:
When I first worked in the hotel, I had been feeling a little overwhelmed about being in a fast-paced environment like that of the front office role. Still, with time, as I became more confident with undertaking duties such as checking guests in and answering their questions, I started to understand the importance of customer service in the hospitality industry. It fulfilled me to know that I had benefited guests through their gratitude to me when I had managed to solve small problems or provide customized service (Banerjea and Binakar, 2024). Even though I had challenges especially during peak hours in managing many tasks, I felt supported by the team as they encouraged me to learn and mature. I liked the level of autonomy I had in my position, and that made me feel responsible and an owner of the results I did. But there were occasions of frustration, when, for example, it was necessary to respond to the customers’ complaints (there were some air conditioning problems, or the noise of the street), yet these cases could help one study something.
Evaluation:
My work at the reception department was generally positive I learned how to organize my work, manage my time, and pay attention to details. I learned how to manage my tasks such as the downtime report and prepare the lobby to expect guests and that further stressed the importance of being proactive and paying attention to detail. The fact that the hotel had a policy of keeping receptionists stand always, enabled me to project a professional face while giving emphasis on guest satisfaction. While there were small issues like the over-booking policy of the hotel, I learned to get out of such situations diplomatically. I became proficient at managing guest complaints about room availability, air condition, streetlights which were beyond my control. These experiences taught me what to do in providing certain solutions like explaining alternative options or reduced prices for nearby parking. Notwithstanding these challenges, my problem-solving and communication skills were developed during the experience, helping me to manage guest complaints better in the future (Wijaya et al., 2024). 
Analysis:
Building on the experiences with a relevant hospitality theory, I discovered that the Gap Model of Service Quality was a suitable framework for exploring variations between customer expectations and perceptions (Bharti and Sharma, 2023). Complaints on room temperature and noise showed a service gap and although the hotel did its best to address these complaints, my responsibility was to handle customers’ expectations by providing alternative solutions and having them feel their complaints were heard. For example, such things as informing guests about the parking area nearby closed the gap between customer’s expectations and actual service and promoted excellence in customer service. Also, during my shift, operational efficiency was important especially when performing things such as the Downtime Report and a shift checklist. Efficient completion of such tasks on time and correctly was critical for seamless running of operations. Delays in check-in processes or in guest requests could wreak havoc on the guest experience, and the tracking system of the hotel ensured that there was minimal disruption, with smooth service delivery. From the Customer Relationship Management (CRM) perspective, personalization of interactions and special requests helped create friendships with guests (Dahlan et al., 2023). These instances of personal involvement not only made for great guest experience, but they also increased guest loyalty and satisfaction. The good comments of guests about me highlighted the importance of personalization in hospitality. Despite issues like complaints about noise and air conditioning, the problems also served as opportunities to understand how to handle customer dissatisfaction differently. Through bringing meaningful solutions to the concern, I improved my problem-solving capabilities, and ultimately the overall guest experience.
Conclusion: 
In my placement in the hotel reception, I acquired invaluable knowledge about the important work of the front-office department (Wahyuni et al., 2024). I gained a deeper impression of how important it is to keep a professional attitude, provide personalized service; how necessary it is to perform administrative services efficiently. Hygiene work experience in answering guest check-ins and handling special requests and complaints have developed me to cope with routine and difficult situations. Although occasional reports from guests about the hotel’s air conditioning and noise problems discomfited them, I learned to work with these complaints with patience and professionalism. I became aware of the value of anticipating guest issues and providing proper solutions to control their expectations (Henderson et al, 2019). These experiences have increased my confidence that I can deal with similar events in the future. This posting has further steeped my passion for a career in hospitality. I now understand the incredible effect of system excellence in customer service, and I am even more dedicated than ever to helping drive the success of any hospitality organization I am part of.
Action Plan:
	Objective
	Specific Action
	Measurable Outcome
	Achievable Steps
	Relevant to Role
	Time-bound

	Time Management and Efficiency
	I will improve my ability to multitask and prioritize by refining my organizational skills.
	I will handle high-pressure situations more effectively and meet deadlines.
	I will use task management software and prioritization matrices to stay organized.
	Efficient time management ensures smooth operations and guest satisfaction.
	I will review progress monthly for the next 6 months.

	Problem-Solving Skills
	I will work on developing more effective strategies for resolving guest complaints, focusing on conflict resolution.
	I will resolve complaints more efficiently and increase guest satisfaction.
	I will practice conflict resolution techniques and seek feedback on my communication skills.
	Addressing guest complaints is essential for maintaining positive relationships.
	I will implement these strategies immediately and review progress after 3 months.

	Technology and Systems Knowledge
	I will deepen my understanding of front-office systems, such as property management systems and guest management software.
	I will improve my knowledge of hotel software systems, enhancing operational efficiency.
	I will attend training sessions and dedicate time to learning the software.
	Understanding these systems is crucial for front-office efficiency and guest experience.
	I will complete relevant training within 4 months.


[bookmark: _Toc197695611]Table 1 Action Plan
[bookmark: _Toc197700221]CONCLUSION 
Finally, my experience at the hotel echoed my acquisition of an overall understanding of important operations of front-office operation and challenges and rewards of a guest-facing role. In problem solving such as guest check–ins, request management and dealing with complaints, I gained essential skills in hospitality such as customer service, organization, and problem solving. Though there seemed to be a few hiccups like air conditioning complain and hotel’s overbooking policy, but I learnt some great lessons about managing filtrations of guest expectations and being professional under pressure. With use of experienced hospitality theories like, CRM and operational efficiency, I obtained a better understanding on why Front Office operation is so complex. I base my action plan on time management and problem-solving and technology skills to shape me as more fit for future roles within hospitality sphere. In the end, however, this experience has strengthened my resolve to make a living in hospitality, where I can apply these skills here and contribute to providing exceptional guest experiences.
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PART 3: TUTOR FEEDBACK 
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[bookmark: _Toc197700223]PART 4: REFLECTION ON HOTEL AND ACADEMIC TUTOR FEEDBACK 
[bookmark: _Toc197700224]INTRODUCTION 
The comments I received in my placement from both the hotel mentor and academic tutor have been important in my ability to reflect on my experience in the Hotel Administration and Front Office (HAFO) department (Kumar and Ranjan, 2025). Feedback identified some of my strengths, such as my communication skills, positive attitude, and ability to learn fast, but also mentioned possible improvement areas such as more acquaintance with high-pressure situations and improvement in work in high pressure situations. This self-reflection will shed light on examination of feedback, comprehending the effect it had on my work and what areas I could improve in as far as the development of my skills in future roles in hospitality is concerned.
[bookmark: _Toc197700225]Understanding the Feedback
According to the feedback from my hotel mentor I demonstrated an increasing confidence in dealing with front-office tasks. Being the final department, the reception was a great place for me to confidently take over with check-in and check-out as well as perfect my ability of delivering these on time. I was also appreciated for meeting basic guest queries, and knowing when to forward to senior staff, which was a pointer to my increasing understanding of Front office work. My mentor also identified my competence with the Opera Cloud Property Management System (PMS). I showed adaptability and technical skills at the job as I am updating room statuses and look after guest request (Miqawati et al., 2024). This positive feedback confirmed my learning process and taught me that I was getting more accustomed to using hotel systems. However, my mentor pointed out areas where I needed to improve. I was motivated to being exposed to more varied shifts to see the whole picture of hotel operations especially at high pressure times. This feedback placed more importance on problem solving and making decision under pressure, which I will try to develop further in a future placement to develop a more holistic set of skills. To my academic tutor, my work ethic and eagerness to contribute to all activities was successfully done. I managed to juggle study and placement commitments and hence I managed to do work in multiple departments. However, my tutor advised me that I should develop my initiative even in unfamiliar situations, for example by providing solutions without being ordered to do so (Wijayanti et al., 2024).
[bookmark: _Toc197700226]Impact of the Feedback
The feedback made a big difference in my perception of my strengths and what needs to be improved. Acknowledgment of what I was doing on front-office operation gave a boost to my confidence that I was on the right track. Resolution of guest inquiries and solutions showed the need for effective communication in hospitality and the need to develop good guest experiences. The advice to try out more shifts hit home with me. My current realization is that exposure during high pressure moments such as peak check-in time or weekends is essential in improving my ability to make good decisions (Negoita and Borangiu, 2023). It dawned that in order to be a well-rounded professional one needed to understand the entire operational sphere of the hotel especially in times of high demand. The criticism of my problem-solving skills and initiative in unknown situations for me marked my inability to show initiative and set myself new tasks on my own. By giving solutions without waiting for direction, I can instil the confidence needed to step out for future leadership roles. In addition, my academic tutor’s comments on how to improve my communication under pressure pushed me to cultivate a habit of being calm and clear in a stressful environment. 
[bookmark: _Toc197700227]Action Steps for Growth
· Gaining Broader Shift Experience: To this end, I will look for chances to work during peak shifts like weekends or holiday peak periods to learn more about high pressure environments (Pyo, 2013). With this, I will be able to develop my capacity to handle many tasks and make judgments in a short time when times are stressful. 
· Building Initiative and Problem-Solving Skills: I will strive to do more in the way of initiative by providing solutions in problems solving situations even where not asked to. Through practicing decision making scenarios and becoming aware of areas of improvement in operation then I can practice improving my problem-solving abilities. 
· Enhancing Communication Under Pressure: I will train myself on how to remain calm and in control during stressful situations such as guest complaints or system breakdown. Practicing role-play exercises as well as mock out scenarios will make me more confident in normal resort communication and enhance private conversations in high-pressure situations.
· Expanding Technological Knowledge: I will take a deeper dive on property management systems and focus on the Opera Cloud PMS learning more while on-the-job and will look out to take additional training on hotel management software. Improving my computer skills will mean that I will be in a better position to manage operational tasks comfortably and enhance the service delivery.
[bookmark: _Toc197700228]CONCLUSION 
In light of the feedback, I received from my hotel mentor and academic tutor, I am now more aware of my strengths as well as areas that still need some work. I am proud to say that I achieved improvements in gaining confidence, coping in dealing with guest questions and knowing new system during my placement. However, I also realize that I need to improve my problem-solving skills, communicate well when under pressure and exert initiative in unfamiliar situations. Through proactive measures, being exposed to greater shift exposure, built on decision making skills and communication skills I have no doubt that I will be better prepared for future roles in the hospitality industry. This feedback has given me the strong basis in which to take forward my professional development as a hospitality professional, reassuring me in my ambitions to enter a career in the hotel administration and front office area.
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[bookmark: _Toc197700230]PART 6: QUESTIONS AND ANSWERS BASED ON THE PRESENTATION
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Hospitality and Hotel Management: Hotel Feedback

This form may be shared with other team members, and mutiple submissions per student are
allowed if needed.

The feedback provided will be shared with the student to support their reflection process. We
encourage detailed, constructive, and forward-focused feedback to help students enhance
specific skil areas, preparing them for future placements and workplace environments.

Student Information

tudent Name and Number:_Mohaela Elene Main- 220233

Hotel Information

Placement Hotel name: Por K Plaged Co\(‘tﬂbl H-

Placement Hours.
Did the Student complete the required hours of 16 per week? Yes [ /No [

f you answered NO, please add the reason here:
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Food and Beverage Operations
Please provide detailed feedback based on the student's Food and Beverage experience at the
Hotel

Knowledge of menu and service standards: Did the student demonstrate an understanding of
menu tems, allergies, and service etiquette?
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Ability to upsell and engage with guests: Did the student actively promote menu items and

create a positive guest experience?
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Food and Beverage Overall Feedback: Please provide specific feedback on the student's
performance in the Food and Beverage department.
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Operating Hotel Facilities: Housekeeping, Maintenance, Events, Leisure

Club
Please provide detailed feedback based on the student’s experience in these areas.(Include one.

or more departments as relevant)
Cleaniiness and/or attention to detail: Did the student follow cleaning protocols and maintain
high attention to detail?
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Interaction with guests and handling special requests: Did the student show professionalism
when dealing with uest requests or complaints?
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Overall Feedback: Please provide specific feedback on the student’s performance in the
Housekeeping, Maintenance, Meeting/Events or Leisure club departments as relevant.
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Hotel Administration and Front Office
Please provide detailed feedback based on the student’s Front Office (Reception) experience at
the Hotel

Checkein and check-out procedures: Did the student handle checkins and check-outs efficiently
and professionally?
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Handling guest inquiries and complaints: Was the student able to provide accurate information
and resolve issues effectively?
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Use of hotel systems and technology: Did the student demonstrate. profiency

understanding/using reservation and billing systems?
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ns Based on Skills Matrix

Summary of Observa

“This section consolidates feedback from operational departments provided in previous sections,
focusing on the student’s skill development over the 12-week placement.

Skills Matrix
Please use the descriptors of competence across the skill areas below to inform your evaluation
of the student's performance during their placement.
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Please add a ‘X’ in the relevant box below

very Good

Time Management, Behaviours
and Attendance

Manage time effectively and display
a hospitality mindset in order to
achieve goals. Complete required
hours.

X

Communication
Use speech, writing, non-verbal
methods and technology  to
exchange information effectively.

Team Working

Build effective working

relationships and collaborate with
others,

Personal Enterprise
Use problem-solving to improve.
performance and work processes.

Employability
Would you consider employing
them within one of your hotel
departments
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Professional Mentor Statement

How has the student contributed to your team and organisational goals? Please refer to the
feedback provided above to offer the student a comprehensive and constructive evaluation that
supports their reflection and personal development.
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By signing below, | agree that the feedback provided is a true and reflective overview of the
student's placement at the Hotel.
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Prifysgol Cymr
University of Wales

@  Tutor Feedback

Student Nam

ihasa-Elena Marin

Student ID: 2240233

Time Management

Minaela consistently demonstrated effective time management throughout her
placement. She reliably completed the required weekly hours and met placement
expectations, all while balancing her employment responsibiliies alongside. her
academic studies,

From a tutor's perspective, Mihaela attended the majority of scheduled online
meetings, where she was usually punctual and wellprepared, with only one absence
due 1o unforeseen work commitments. She communicated promptly and
professionally via email and messages, reflecting strong organisational skills. Minacla
also provided some drafts to me.

During her hotel placement, she successully completed assigned tasks across
Housekeeping, Front Office, and Food & Beverage departments within the expected
timeframes and to a good standard. Although her availabilty was mostly Uimited f0 the.
start of the week, reducing her exposure to some event.related actiies, Minasla
made excellent use of her shifts to gain meaningful insights into hotel operations.

For future development, gaining experience across a wider varisty of shifts would
provide her with amore comprehensive understanding of the industry's full operational
scope.

Communication
Minaela communicated clearly and professionally throughout her placement. During
our regular online meetings and email exchanges, she was consistently polie,
respectiul, and responsive. She expressed her ideas and concerns thoughtfully when
needed and was receptive to feedback and guidance.

At the hotel, Minaela's communication style was warm and welcoming. Iniially, she.
faced some challenges with language barriers, which sesmed to stem from nerves;
however, as the placement progressed, her confidence grew, and these barriers
diminished. She also demonstrated increasing confidence when learning new areas of
the hotel's operations.

Continuing to build on this strong foundation, particularly by developing greater
confidence in communicating under pressure, willfurther support Minasla’s success

in future hospitality roles.
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Behaviour

Minaela consistently maintained a professional and respectiul atttude throughout her
placement. She adapted well to different departments, engaged positvely with both
staff and peers, and carefully followed instructions.

I our tutor mestings, Minasla displayed a positive mindset, a strong willingness to
learn, and genine enthusiasm for the hotel environment, She was dependable in
attending meetings and completing tasks, even while managing multiple
commitments. Her strong work ethic and approachable manner made her a valued
member of the hotel teams she supported.

For future placements, taking even greater nitiative and actively seeking out additional
tearning opportunities will help Mihaela continue to build he confidence and develop
her leadership skils.

Problem-Solving

Minaela demonstrated strong inial problem-solving skils during her placement. She.
was proactive in seeking clarification when needed and exercised sound judgement
when handling tasks such as guest inquiries. Minaela also showed initiative by
completing cleaning and other duties during quieter periods.

In our discussions, she displayed £o0d selr-awareness when facing challenges and
showed a clear willingness to take feedback on board to improve he performance.
Although she was not exposed to many complex o high-pressure situations during
this placement, her ability to quickly learn hotel systems and adapt to different roles.
highlights her strong potential for independent problem-solving.

Looking ahead, further developing her intiaive in unfamillar situations, such as
offering solutions and taking the lead without direct instruction, will heip Mihaela
continue to build her professional skill set. She should also draw confidence from her
successiul placement, recognising her abiliy to communicate effectively and
complete tasks to a high standard, which will help reduce any communication
barriers when beginning future roles.

‘Additionally, it would be beneficialfor Miaela to consider wider availabilty during
her next Level § placement to gain a more comprehensive understanding of the
operation and management aspects of the hotel industry.

Tutor: Daniet Payne.
‘Signature: Daniet Payne
Date: 25% Aprit 2025
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Introduction

I must admit it was wonderful; | had an opportunity to learn a lot from each of the departments.

The personnel were always friendly and provided assistance with all my requests, so | felt like one of
them. Due to this, | was able to perform different tasks and understand the functionality of a hotel.
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     Introduction        While working at Park Plaza Cardiff, I endeavoured in Food and Beverages, Housekeeping, Events, tasting Bar, Spa, and Reception departments.                I must admit it was wonderful; I had an opportunity to learn a lot from each of the departments.           The personnel were always friendly and provided assistance with all my requests, so I felt like one of them. Due to this, I was able to perform different tasks and understand the functionality of a hotel.              In this presentation, I will also explain what I have done in each department and the acquired skills. I will also share how this experience helped me in other roles and how I grew.
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Food and Beverages

Inthe Restaurant, | took orders and served
food, making sure guests were happy. In

. . Events, | setup a buffet for a rugby team,
In Food and Beverages, worked in the > arranged food on tables, and cleared them
Restaurant, Bar, and Events. A R
»een .12 :. after. In the Bar, | prepared cocktails,

coffees, and teas, and used the computer
system to manage orders.

Forexample, | worked with the kitchen staff

P l'also completed an FSA Allergen Awareness ol in Events to serve food on time. The team
course, which taught me about food safety. | v was very supportive, and | felt happy
2252 ieezL:sv(:)?((lg?\ij”?e(i:nUSt?g::?sr:emce, m working with them. Food and Beverages
, gp . taught me how to handle busy situations.
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     Food and Beverages        In Food and Beverages, I worked in the Restaurant, Bar, and Events.             In the Restaurant, I took orders and served food, making sure guests were happy. In Events, I set up a buffet for a rugby team, arranged food on tables, and cleared them after. In the Bar, I prepared cocktails, coffees, and teas, and used the computer system to manage orders.              I also completed an FSA Allergen Awareness course, which taught me about food safety. I learned skills like customer service, teamwork, and being precise.         For example, I worked with the kitchen staff in Events to serve food on time. The team was very supportive, and I felt happy working with them. Food and Beverages taught me how to handle busy situations.
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Food and Beverages - Bar
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"

| stayed in the Bar for two
days, and it was fun. |
prepared cocktails, coffees,
and teas, and learned how to
measure drinks properly.

=t

| also stocked up on ice,
lemons, and mint, and wiped
tables inside and on the
terrace.

The Bar had a computer
system that sent orders from
the Restaurant, which | used
to prepare drinks. | learned to
be precise and work quickly,
especially during busy times.

The team was helpful, and |
felt comfortable asking
questions.

*

Working in the Bar improved
my technical skills and
helped me manage orders
better (Chacodn et al., 2024).
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     Food and Beverages - Bar          I stayed in the Bar for two days, and it was fun. I prepared cocktails, coffees, and teas, and learned how to measure drinks properly.      I also stocked up on ice, lemons, and mint, and wiped tables inside and on the terrace.     The Bar had a computer system that sent orders from the Restaurant, which I used to prepare drinks. I learned to be precise and work quickly, especially during busy times.      The team was helpful, and I felt comfortable asking questions.         Working in the Bar improved my technical skills and helped me manage orders better (Chacón et al., 2024).
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I worked in Events for two days,
and | really enjoyed it. | served a
rugby team, setting up self -service
meals and clearing tables. We
made sure the guests had
everything they needed, like more
coffee, and kept the area clean.

| also helped set up big tables for
12-14 people, and my colleagues
were surprised by my strength.

Food and Beverages - Events

| learned teamwork and
adaptability because we had to
work fast and help each other.

The team was very friendly and
even asked me to join them again.
This experience showed me how
to handle big groups (Siddiqui et
al., 2023).
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     Food and Beverages - Events            I worked in Events for two days, and I really enjoyed it. I served a rugby team, setting up self - service meals and clearing tables. We made sure the guests had everything they needed, like more coffee, and kept the area clean.            I also helped set up big tables for 12 - 14 people, and my colleagues were surprised by my strength.         I learned teamwork and adaptability because we had to work fast and help each other.                      The team was very friendly and even asked me to join them again. This experience showed me how to handle big groups (Siddiqui et al., 2023).
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Hotel Administration and Front Office

| worked at Reception for the
whole month of April, and |
loved it.

1 did check-ins and check-
outs, helped guests with their
luggage, and prepared
executive rooms with
welcome letters.

e
.’

| learned how to use the
Opera Cloud PMS system and
handle basic guest inquiries.

There were challenges, like
overbooking and noisy
rooms, but | learned to solve
problems by referring to
senior staff. | gained skills like
multitasking and customer
service, and my confidence
grew over time.

The team was amazing, and |
felt supported every day.
Reception taught me how to
handle pressure.
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     Hotel Administration and Front Office       I worked at Reception for the whole month of April, and I loved it.       I did check - ins and check - outs, helped guests with their luggage, and prepared executive rooms with welcome letters.        I learned how to use the Opera Cloud PMS system and handle basic guest inquiries.          There were challenges, like overbooking and noisy rooms, but I learned to solve problems by referring to senior staff. I gained skills like multitasking and customer service, and my confidence grew over time.         The team was amazing, and I felt supported every day. Reception taught me how to handle pressure.
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Operating Facilities - Housekeeping

&

| spent one day in Housekeeping,
and it was a good learning
experience. From 8 to 11, | sat at
the computer with the
Housekeeping Manager to see
how she prepares the shift and
divides rooms for the staff.

After 12:30, | audited five rooms. |
learned how to check for small
details, like dust on the bed base
or lamps, and how to use a
checklist.

Some rooms had issues, like
mirrors not fully cleaned, but the
manager showed me how to fix
them.

| gained skills like attention to
detail and organization, which are
important in hospitality (Kapelko
et al., 2020).
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     Operating Facilities - Housekeeping        I spent one day in Housekeeping, and it was a good learning experience. From 8 to 11, I sat at the computer with the Housekeeping Manager to see how she prepares the shift and divides rooms for the staff.     After 12:30, I audited five rooms. I learned how to check for small details, like dust on the bed base or lamps, and how to use a checklist.     Some rooms had issues, like mirrors not fully cleaned, but the manager showed me how to fix them.         I gained skills like attention to detail and organization, which are important in hospitality (Kapelko et al., 2020).
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Operating Facilities- Spa

| worked in the Spa for three hours on April 2, and it was a nice experience. | checked
appointments, made sure everything was clean, and greeted clients with a smile.

| also prepared towels, bathrobes, and slippers for guests. The Spa had a gym, pool,
and relaxation room, and | made sure guests felt welcome.

| learned communication and professionalism because | had to talk to clients and
answer their questions.

The staff were very welcoming, and | didn’t see any big problems, except the parquet
floor was a bit swollen. | enjoyed working in the Spa.
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     Operating Facilities - Spa  I worked in the Spa for three hours on April 2, and it was a nice experience. I checked appointments, made sure everything was clean, and greeted clients with a smile.  I also prepared towels, bathrobes, and slippers for guests. The Spa had a gym, pool, and relaxation room, and I made sure guests felt welcome.  I learned communication and professionalism because I had to talk to clients and answer their questions.  The staff were very welcoming, and I didn’t see any big problems, except the parquet floor was a bit swollen. I enjoyed working in the Spa.
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Overall Skills and Growth

For example, taking orders in the Restaurant helped me be more confident when doing check -ins at Reception.

In Housekeeping, | gained attention to detail, which was useful when preparing drinks in the Bar.

In the Spa, | improved my communication by greeting clients, and in Reception, | learned to multitask and solve problems, lik e
handling guest complaints.

| also grew as a person. | became more confident, especially in Reception, where | handled more tasks over time.

The feedback said | was a posmve team member, and | felt happy working with everyone. My Food and Beverages experience was a
uests, which | used in other roles (Yue et al., 2023).
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     Overall Skills and Growth        Working in different departments helped me develop many skills. In Food and Beverages, I learned customer service and teamwork, which I used in Reception and Spa when talking to guests.       For example, taking orders in the Restaurant helped me be more confident when doing check - ins at Reception.      In Housekeeping, I gained attention to detail, which was useful when preparing drinks in the Bar.           Events taught me adaptability and teamwork, as I had to work fast with my team to serve the rugby team.      In the Spa, I improved my communication by greeting clients, and in Reception, I learned to multitask and solve problems, lik e handling guest complaints.         These skills are valuable in hospitality (Qili and Hebron, 2024).       I also grew as a person. I became more confident, especially in Reception, where I handled more tasks over time.         The feedback said I was a positive team member, and I felt happy working with everyone. My Food and Beverages experience was a big part of my learning because it taught me how to serve guests, which I used in other roles (Yue et al., 2023).
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Conclusion

| worked in Food and Beverages, Housekeeping, Events, Bar, Spa, and Reception, and each
department taught me new skills like customer service, teamwork, and problerrsolving.

The staff were always supportive, and | felt like part of the team. Food and Beverages was a key
part of my journey because it helped me learn how to serve guests, which | used in other roles.
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     Conclusion         My time at Park Plaza Cardiff was amazing, and I’m grateful for the experience.             I worked in Food and Beverages, Housekeeping, Events, Bar, Spa, and Reception, and each department taught me new skills like customer service, teamwork, and problem - solving.         The staff were always supportive, and I felt like part of the team. Food and Beverages was a key part of my journey because it helped me learn how to serve guests, which I used in other roles.      I grew more confident and ready for a future in hospitality. This experience showed me how to work in a hotel and help guests.
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