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Introduction 
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Figure 1: Novotel Cardiff Centre  
Source: (https://all.accor.com/hotel/5982/index.en.shtml) 
This reflective learning log addresses my ten-week level 6 placement at the Novotel Cardiff Centre, Schooner Way, Cardiff Bay. During this period, I rotated through Food and Beverage (3 weeks), Housekeeping (3 weeks) and Reception (4 weeks). This reflective log will concentrate on my reception experiences, as it allowed me to use the theoretical knowledge I have gained from academic modules and previous placements in a customer-facing service role. In Reception, I had the opportunity to work closely with Ms Jenkins Thomas, Front Office Manager, who guided me through check-in procedures, dealing with complaints, and using the Opera PMS. I also worked with Mr Anthony, Food and Beverage Supervisor, who helped me to develop my skills in teamwork and communication. I will use Gibbs' Reflective Cycle (1988) as a framework for reflection and support a structured appraisal of the experience. The focus will be on how academic and placement learning have shaped my professional development. 
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Main Body 
Reflecting on Placement Experiences Using Gibbs’ Cycle 
[bookmark: _Toc5050]1. Description 
One of the biggest learning moments I had during my reception placement was the management of a guest complaint regarding a delay in room allocation during a busy period of check-in. The Opera PMS system went down temporarily, resulting in extremely long wait times during our busy check-in. The guests expressed frustration toward the long wait, and one guest was insistent that I escalate their complaint. This occurred under Ms Williams’ supervision, and I was responsible for de-escalating the guest's anxiety, managing their expectations, and communicating updates. 
A second significant scenario occurred during my Food and Beverage rotation, where I was responsible for a lunch event during a peak occupancy. A conversation between some of the kitchen staff and service staff resulted in a delay in buffet items being refilled. At that moment, I was tasked with managing the unhappy guests while lending my support to colleagues who were responsible for coordinating the task. 
In both instances, I was asked to employ the skills I had obtained through my Level 4 placement, where I worked in a smaller boutique hotel. There was a level of service and teamwork experience I gained from that placement. The Novotel setting introduced more complicated service, with a much higher volume of guests and systems involving technology that challenged my adaptability and professional judgement. 
[bookmark: _Toc5051]2. Feelings 
At the beginning of both episodes, I was anxious and stressed, especially in the reception setting when a guest’s volume increased, prompting me to be uncertain that I could sort the matter. But I was also excited to work through the service incident as I considered that it was an opportunity to work through the theories and frameworks taught in my modules, such as Service Operations Management (Johnston, Clark & Shulver, 2012). 
Afterwards, in exploring the Food and Beverage incident, I found my feelings moved from frustration towards comfort in dealing with the communication and identified that I was feeling confident in the ability to facilitate the communication between the kitchen team and service team. Exploring my feelings and emotions helped me identify that emotional regulation is important to remember in operating in a hospitality context and reaffirming the literature I had read on emotional labour (Hochschild, 1983, cited in Wood, 2013). 
[bookmark: _Toc5052]3. Evaluation 
Both experiences offered worthwhile learning opportunities. The work at reception challenged my communication and problem-solving in a pressure situation. Although my response was somewhat reactive at first, I reassured the guest, gave a realistic time frame, and provided a complimentary drink voucher, which helped to decrease dissatisfaction. Later, Ms Williams said it was a good job. 
The work in Food and Beverage gave me the opportunity to demonstrate initiative and communicate with colleagues as to where they might reallocate resources to improve wait times and the flow of service overall. Although I could have cut down on wait time sooner and improved service quickly, I did not take the initiative for some time. 
I would observe that I have made clear progress from where I was at placement Level 4. In placement Level 4, I was still requesting to supervisors often to get support or get consistency in opinion, whereas in this placement I exercised greater independence and confidence. 
[bookmark: _Toc5053]4. Analysis 
Academic theories and frameworks provided critical insight into my actions and development: 
Service Operations Management (Johnston, Clark & Shulver, 2012) emphasises the need for well-defined processes and the use of resources. At Reception, the failure of the Opera PMS (Property Management System) was a service operations failure, but this framework helped me acknowledge the significance of clear communication and having first and secondary plans for service delivery to maintain the quality of service in the event of a system failure. 
The SERVQUAL model (Fallon & Rutherford, 2010) informs my response to the customer complaint at Reception. The complaint related to reliability (the long wait for room allocations) and responsiveness (the staff's reactions to customers). To address reliability, I was able to provide updates promptly from front desk staff who were available. I also provided a small token to contribute to the overall service experience element for the customer to be satisfied. 
The theory of teamwork and communication in hospitality was seen in the Food and Beverage department (Brotherton & Wood, 2008). The example showed the importance of shared accountability and collaboration between departments, which built on the concepts from Level 4, the Hospitality Operations Management module, which explored case studies of service bottleneck examples.  
The situations were also relevant to Kolb’s Experiential Learning Theory (1984), which provides the basis for much of hospitality education (ASET, 2017). I progressed through the cycle of experiencing, reflecting, conceptualising, and experimenting, relating theoretical knowledge to operational challenges and developing my own responses in future circumstances. 
[bookmark: _Toc5054]5. Conclusion 
Looking back at my experiences, I can conclude that my placement at Novotel Cardiff Centre has increased my customer service, problem-solving, teamwork, and operational experience. Compared to my Level 4 placement, I now show more autonomy, confidence, and a theoretical understanding.  
However, I still have weaknesses. I realised that I could improve my time management under pressure as well as my understanding of technology systems used in hotel operations with systems like Opera PMS.  
[bookmark: _Toc5055]6. Action Plan 
As I continue to develop professionally, my goals will be in two areas: 
1. Enhancing technological competence: I will seek out further training on Opera PMS and other property management systems so that I can troubleshoot problems and keep guests' experiences as smooth as possible. This relates to Felce’s (2019) forecast for managing quality in higher education apprenticeships through technical competence.  
2. Skills in leadership and time management: I will start to take short workshops in leadership skills, and practise proactively delegating in either simulated or real workplace settings. I will also continue to harness reflection on future experiences to develop these skills, as per Kolb's learning cycle. 
[bookmark: _Toc5056] Conclusion and Development Plan 

In this reflective log, I will demonstrate how my ten-week Level 6 placement experience at Novotel Cardiff Centre allowed me to support my personal and professional development through my role working in the reception team, where, using Gibbs’ Reflective Cycle, I critically reflected on experiences faced through key scenarios relating to communication, problem-solving and teamwork. When comparing this to my Level 4 placement, I was able to demonstrate a higher level of independence and self-assurance, whilst being able to combine my academic knowledge within practical contexts.  
The placement also reiterated the importance of modules such as Service Operations Management and Hospitality Operations Management, as well as frameworks such as SERVQUAL and Kolb’s experiential learning theory, in developing professional judgement. I felt I made improvements in dispute resolution relating to high customer complaints and operational issues; however, with that, I noted areas for improvement in relation to time management, leadership and technical skills.  
Moving forward, my development plan focuses on resourcing greater technological competence of hotel systems and continuing to enhance leadership and organisational skills that prepare me for a supervisory role in hospitality in the future. 
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