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Introduction
This reflective learning log is founded on working in Level 6 placement at Best Western Abbots Barton Hotel Canterbury where I was engaged in the Meetings and Events department of the Food and Beverage Department. The hotel is a full service hotel and it provides accommodation, restaurant and bar services, conference rooms and wedding suites that can hold a corporate or private meeting (Johnston et al., 2012).  My reflection is facilitated with the help of the Gibbs Reflective Cycle in this report and allows systematizing the evaluation of the main experiences within the framework of my placement (Rughubalan, 2009). Using this model, I will critically review two particular situations, compare the cases with my Level 4 placement experience, and show how theoretical courses like Food and Beverage Operations and Management and Organisational Behaviour taught me to make certain judgement and develop professionally.


Applying Gibbs’ Reflective Cycle to Level 6 Experiences
Experience One: Managing a Guest Complaint During a Wedding Reception
Description: One of the major experiences happened in the process of a huge wedding celebration where more than a hundred people were present. A table raised an issue during the main course service saying that two meals were not excellent of their expectations because of temperature and presentation issues (Jawabreh, 2020). Being a member of the Meetings and Events department, the guests directly addressed me to solve the problem.
Feelings: At first, I experienced pressure and anxiety because of the amount of the event and the possible reputational damage in the case of dissatisfaction in such a big event (Martin, 2020). Nonetheless, I was more confident in my ability to solve the situation by myself as opposed to my Level 4 placement where I had little direct responsibility of answering to the complaints of guests.
Evaluation: There were both positive and challenging sides of the situation. The adverse factor was the time lag between notifying the customers of the problem and before it could be detected by the guests. The good thing about this was however that the complaint was resolved early enough (Nikolskaya et al., 2020). I listened and apologize to the guests and assured them that corrective measure will be given as soon as possible. I went straight into the kitchen where I prioritized the replacement meals and served them at the table myself. 
Analysis: This was a direct experience relating to the Level 4 Food and Beverage Operations module in which service quality and complaint management were addressed in terms of SERVQUAL model. In a certain way, the measures of responsiveness and assurance were especially pertinent. Moreover, the term of service recovery, which is discussed in the module, was made practicable (Jiang, 2022). The studies indicate that when complaints are handled effectively, then customer loyalty can be enhanced provided it is done in a proper way. 
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Figure 1 SERVQUAL model
Source: (Jiang, 2022)
When I compare it with my Level 4 placement, I remember that I was not as proactive and had to rely more on the supervisors to interfere. At that point my knowledge on service theory was more abstract. Under Level 6, I showed increased autonomy and awareness of the situation, which is associated with the Experiential Learning Theory by Kolb, according to which the understanding of concepts and practice are provided through concrete experience.
Conclusion and Action Plan: Through this experience, I gained knowledge about the need to preempt a problem to make sure that guests can figure out the problem before it can be diagnosed and the importance of a resilient ability to communicate at the point of crisis (Han et al., 2021). In coming jobs, I would seek to ensure that pre-service checks are improved and proactive food presentation monitored to avoid such problems.
Experience Two: Team Coordination During a Corporate Conference
Description: The second important experience was during a two-day corporate conference where there are numerous refreshment breaks and buffet lunch. In the morning break on the first day, confusion occurred with regard to replenishment of tea and coffee station (Lentz et al., 2021). There was poor communication among the team members and the replenishment process took a long time which was evident by the apparent frustration of guests.
Feelings: I was angry since the situation seemed to be avoidable. This was not an isolated one-time issue unlike the wedding complaint but a failure in the team coordination. I identified internal communication as a direct factor that affects the guest experience.
Evaluation: The unfortunate consequence was the short term discontent with the conference delegates. Nevertheless, it turned out to be a career-recognizing moment (Amicarelli et al., 2022). Instead of blaming, I was able to help other members of the team by restocking the refreshment station and literally helping with the replenishment. 
Analysis: This situation has a close association to the Level 5 Management and Organisational Behaviour module. The style of leadership and communication play a significant role in the effectiveness of organisations. Here, refreshment management, pre-service briefing was not in a structured format. 
Using the Two-Factor Theory by Herzberg I have realized that disputed supervision may lower motivation and productivity. In cases where the team members are unsure of expectations, the performance will not be good (Dimitrios et al., 2020). 
With a reflection on my Level 4 placement, there were fewer operational activities, and teamwork issues were less apparent because of fewer services. As a result, I had not realized the challenge of coordination of various points of service at the same time. 
Conclusion and Action Plan: It has been through this that I have come to understand that successful communication systems are required during meetings and events operations. In an event where I become a manager, I would institute the use of formal briefings and allocation of responsibility by way of assigning tasks so that responsibility and uniformity is achieved.
Development Across My Degree Journey
Making a holistic reflections, my Level 4 placement offered some basic operational competencies, especially in learning to comprehend the standards of the service and communicate with the guests. The modules like Food and Beverage Operations enlightened on the quality management structures, and Management and Organisational Behaviour taught on leadership theories and motivation. 
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Figure 2 Gibbs Reflective Cycle
Source: (Jiang, 2022)
At Level 6, I have been more confident, resilient and critical thinker. The reflective model by Gibbs has helped me to compile the analysis of the experience in a structured form instead of just narrating the occurrences. I am now analytical in tackling problems in that I think over how theoretical theories guide my practice. 
These experiences have reinforced the development of competencies such as communication, emotional intelligence, adaptability and operational awareness. I understand that the practice and theory gap cannot be closed without constant reflection and readiness to learn either on the positive or negative experiences.


Conclusion and Development plan
This reflective learning log has critically analyzed my professional development in my Level 6 placement in the department of Meetings and Events in Best Western Abbots Barton Hotel Canterbury. I have developed as a confident and analytical hospitality professional compared to when I was on Level 4 placement as I worked on the reactive team. I have reinforced my skills in dealing with complaints of guests, coordinating team and implementing theoretical models into practical issues. To advance, my future development agenda will involve the improvement of leadership skills by practicing effective communication structures, soliciting supervisor responses to perfect the managerial abilities, and maintaining the application of the reflective practice to enhance performance. 
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