


















































I acknowledge the use of ChatGPT (http://ChatGPT.com/) on 26th of October 2025 to help me create a draft structure for my assignment using the prompt:
1. Please can you help me create a structure of a reflective journal for my student placement?
I acknowledge the use of Grammarly (https://www.grammarly.com/) on 13th of November 2025 to check my work using the prompt(s): 
1. Please check the following text for readability, grammar and syntax. 
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.























Introduction 
This reflective learning log is based on my ten-week Level 6 placement at the Ibis Nottingham Centre, where I worked within the Front Office/Reception Department. Although the Ibis Nottingham Centre does not have a specific “Guest Services” department, the front office team performs all guest-facing functions, including reception duties, bar service, responding to guest feedback, and managing reservations and emails. Therefore, this reflection focuses on how guest service operations are delivered and managed through the reception team, as agreed with my module tutor.
My role involved greeting and checking in guests, handling payments, preparing drinks at the bar, managing customer feedback online, and ensuring overall guest satisfaction. Through these experiences, I developed a deeper understanding of service quality, problem-solving, and communication within a busy hotel environment.
To structure my reflection, I have used Gibbs’ Reflective Cycle (1988), as it provides a clear process for analysing experiences and drawing learning outcomes. I will also link my reflections to theoretical models and concepts studied in earlier modules, including Service Operations Management (Johnston, Clark & Shulver, 2012), Introduction to Hospitality (Walker, 2021), and Key Concepts in Hospitality Management (Wood, 2013).

Main Body – Reflection Using Gibbs’ Model
1. Description – What Happened
During my placement, one of the most significant experiences involved managing guest satisfaction during busy evening shifts when the reception team also covered the hotel bar. On several occasions, guests arrived simultaneously for check-in while others waited to be served drinks. This created moments of pressure where I had to prioritise tasks quickly without compromising service quality.
In another instance, I managed a guest complaint regarding noise from an external event. The guest was frustrated and demanded compensation. I listened carefully, apologised sincerely, and offered an alternative room. This situation tested my communication and problem-solving skills.
These experiences helped me understand how the Front Office team acts as the centre of guest interaction, balancing operational efficiency, service recovery, and emotional intelligence.
2. Feelings – What I Felt
At first, I felt stressed when managing multiple responsibilities at once, particularly when switching between reception duties and bar service. I was worried that delays might affect guest satisfaction or make me appear unorganised. However, as I adapted, I began to feel more confident in multitasking and staying calm under pressure.
During the guest complaint, I initially felt nervous and defensive, but I reminded myself to stay composed and focus on empathy. Once the situation was resolved and the guest thanked me for my professionalism, I felt proud and motivated to improve further.
These emotional responses highlighted the importance of self-awareness and empathy, which are key components of emotional intelligence (Goleman, 1995). I realised that how I manage my own emotions directly affects the quality of service I deliver.
3. Evaluation – What Was Good and Bad
There were several positive outcomes from these experiences. I successfully managed stressful moments with professionalism, maintained service consistency, and received positive comments from guests and colleagues. My communication and problem-solving abilities improved significantly, allowing me to handle both routine and challenging tasks with confidence.
However, I also recognised areas for improvement. At times, I found it difficult to delegate tasks or ask for help, which occasionally led to unnecessary stress. Additionally, I realised that my time management could have been better during peak hours. These reflections taught me that effective guest service requires not only interpersonal skills but also structured operational processes to ensure smooth performance (Johnston, Clark & Shulver, 2012).
4. Analysis – What I Learned (How, What, When, Why)
Through this placement, I learned how front office operations directly influence guest satisfaction and the overall reputation of the hotel.
How: I improved my ability to prioritise under pressure by identifying guest needs in real time and responding promptly. For example, when multiple guests approached the desk, I first assisted those checking in to reduce waiting time while politely asking bar customers to wait briefly. This demonstrated effective task prioritisation, as described by Walker (2021) in his discussion of guest flow and service sequencing.
What: I realised that managing guest service quality requires balancing efficiency and empathy. Guests value quick, accurate service but also expect friendliness and understanding. This aligns with Johnston, Clark, and Shulver (2012), who emphasise that emotional and functional aspects of service both shape customer satisfaction.
When: I applied these lessons during my third and fourth weeks, after observing senior colleagues’ approaches. By learning from their examples, I became more confident in anticipating guest expectations.
Why: This experience reinforced my understanding of Service Quality Theory, particularly the SERVQUAL dimensions—reliability, responsiveness, empathy, assurance, and tangibles. For instance, offering consistent information (reliability) and personal attention (empathy) helped maintain guest trust even during busy periods (Rutherford & O’Fallon, 2007).
Compared to my Level 4 placement at Premier Inn Nottingham City Centre, where I followed instructions closely, I now operate more independently and understand the reasoning behind each service standard. This experience also reinforced my understanding of the Hospitality and Guest Services module (Level 4), where I first learned the importance of meeting and exceeding guest expectations through effective communication and service recovery. Applying those concepts in practice helped me recognise how guest satisfaction depends not only on speed and efficiency but also on emotional connection and consistency. This growth reflects the development of both technical and interpersonal competence (Hagg, 2013).
5. Conclusion – What Could Be Done Differently
Reflecting on these experiences, I identified several ways I could improve future performance. Firstly, I would plan better for high-demand periods by preparing common guest items in advance (such as key cards and drink stock). Secondly, I would communicate more proactively with colleagues, using brief check-ins before busy shifts to allocate tasks efficiently.
I also recognised the importance of understanding organisational procedures in depth. By reviewing standard operating procedures (SOPs) and policies before each shift, I could respond to guest concerns with more confidence. According to Wood (2013), operational preparation and knowledge of procedures are vital in maintaining consistent guest service quality.
6. Action Plan – Future Strategies
To build on this learning, I plan to:
1. Enhance Time Management and Organisation: Create pre-shift preparation checklists and allocate responsibilities during team briefings.
2. Develop Emotional Intelligence: Continue practising empathy and self-regulation, following Goleman’s (1995) principles.
3. Strengthen Service Recovery Skills: Role-play complaint handling scenarios with colleagues to refine problem-solving and communication.
4. Link Practice with Theory: Regularly review theories from Service Operations Management and apply them to practical guest situations to reinforce learning.
By integrating reflection into my daily routine, I can continue improving both the quality and consistency of my service delivery.

Conclusion 
This reflection has allowed me to critically evaluate my experiences in the Front Office Department at Ibis Nottingham Centre, which effectively performs the role of guest service operations. Using Gibbs’ Reflective Cycle (1988), I examined how I responded to pressure, managed guest expectations, and balanced efficiency with empathy.
Through practice, I improved my ability to communicate effectively, prioritise under pressure, and resolve guest complaints with professionalism. Theories such as Goleman’s (1995) emotional intelligence and Johnston, Clark & Shulver’s (2012) service management framework provided valuable insight into the importance of balancing operational systems with human interaction.
Comparing this experience with my earlier placement at Premier Inn demonstrated clear professional growth—from following instructions to taking initiative and applying theory to practice.
Moving forward, I aim to continue developing leadership, communication, and organisational skills to deliver consistently excellent guest experiences and prepare for future managerial responsibilities in hospitality.
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