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1. [bookmark: _Toc212405186][bookmark: OLE_LINK1]Introduction 
For my placement Level 6,  I was assigned to the Best Western Abbots Barton Hotel in Canterbury, where I worked within the Meetings & Events and Food and Beverage departments. My primary responsibilities, included assisting in the preparation and delivery of corporate events and banquet functions, coordinating with the kitchen and housekeeping teams and ensuring service quality met the hotel’s standards.

Throughout this placement, Daniela, the F&B Supervisor, guided me throughout my placement in maintaining professional service standards and effective communication during high-pressure operations. Was my first time when I coordinated both F&B and Events at once which challenged my multitasking skills. I also received valuable support from the Duty Manager, Aiden, whose leadership and constructive feedback helped me strengthen my coordination and time management abilities.
I have chosen the Gibbs Reflective Cycle (1988) model of critical reflection in this reflective report. This model is a good fit in hospitality since it is well structured in terms of how it manages experiences and emotional and practical feedback and can make inferences about actions that can be taken to better their future efforts (Felce, 2019).


[bookmark: _Toc212405187]2. Main Body
[bookmark: _Toc212405188]2.1 Reflective Model Choice 
The model to be applied in the given assignment is the Reflective Cycle developed by Gibbs because it provides the systematised version of the six-stage model: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. It is a sequential format through which an individual could immerse themselves in life in real life, complex scenarios and experience emotions and outcomes to the full extent (Gibbs, cited in Felce, 2019). The hospitality business is characterised by high pressure (high pressure of the banquet services and the event preparations) and the necessity to make the decisions that should be evaluated quickly and effectively. 
[bookmark: _Toc212405189]2.2 Level 6 Placement Experience Reflection 
Level 6 placement, in turn, has been upscaled and multidimensional. The practice of communication with high tourist flows and corporate clients was an advantageous educational process in the aspects of event organisation, the formation of stocks and the structuring of teams. The Level 4 grounding assisted in my becoming more confident and developed my interpersonal skills and consciousness of time upon beginning this placement. This is in line with Wood (2013), who notes that the advancement of careers in the hospitality sector is often determined by stratified learning in different operational contexts, and Hagg (2013), who notes the relevance of incremental practical experience as a learning scaffold to advancement.
[bookmark: _Toc212405190]2.3 Scenario 1: It is a Corporate Event 
Description: I assisted in organising a medium-scale corporate meeting that included 40 people. Some of them were to install AV systems and table setups, arrange breaks with the kitchen and clean the place during the process.
Feelings: Initially, I was merely too distressed with the number of tasks and time constraints. However, the presence of my supervisor and team members is what enabled me to conquer anxiety.
Evaluation: The event was planned and conducted without problems, and visitors were pleased. However, the communication between the departments (F&B and housekeeping) could have been managed better because the communication was not prompt.
Lesson: The need to cross-function in terms of the integration across departments was very evident in this case. I recalled the Level 4 course Introduction to Hospitality Operation, where the coordination of the services delivery among the departments was highlighted. I also applied the concept of the backstage coordination of Vallen and Vallen (2014), the seamless service of which is built on the communication behind the scenes.
Conclusion: I would have been more active in making sure that I look at the cleaning schedule with the housekeeping.
Action Plan: In future planning, I will initiate a pre-event coordination checklist whereby all the support departments will be involved in the process of ensuring that misalignment and delays are not experienced.
[bookmark: _Toc212405191]2.4 Scenario 2: The High-Pressure Banquet Service 
Description: It occurred in the middle of a wedding party where the kitchen was late in serving a 70 -person wedding banquet by 15 minutes. The service employees and some customers were not happy with the level of stress they experienced.
Emotions: I felt pressurised, and I could not initially be professional when handling complaints of the guests.
Evaluation: The service recovery response was good, such as serving drinks to guests and informing them; however, it ought to have been faster and more confident.
Analysis: I applied the module on business skills in the hospitality industry and remembered how important communication during a stressful situation can be. I applied the Two-Factor Theory that Herzberg offered because I was aware that the attentiveness and empathy of the guests are the service recovery measures (motivators) and may decrease the dissatisfaction of the guests (hygiene factors).
Conclusion: In spite of my positive contribution, I have learnt that I should be better prepared in cases where unforeseen delays take place and team spirit is needed.
Action Plan: I will propose a standard operating procedure (SOP) regarding the management of the guest expectations in case of delay and a pre-event risk briefing with the staff.
[bookmark: _Toc212405192]2.5 Application of Academic Theories/Frameworks 
SERVQUAL Model: The model is used in evaluating the service quality dimensions such as the responsiveness and the assurance in case of events. The model was introduced during Level 4 of Customer Experience Management. The wedding celebration witnessed communication of the wedding attendees, which helped to reduce dissatisfaction, like that of Vallen and Vallen (2014) in terms of the approach to the perception of guest management.
The Motivation-Hygiene Theory by Herzberg: The implementation describes the interaction of the team in the high-pressure banquet. The dissatisfaction drivers also helped me to help peers with the help of positive reinforcement and motivation. Front-line leadership would be quite prevalent in challenging situations, as suggested by Bardi (2010), in which supportive behaviours are evident.
The two frameworks enhanced my professional judgement to a significant degree and enhanced the theory-to-practice relationship (ASET, 2017).
[bookmark: _Toc212405193]2.6 Analysis of Professional Development 
The following are the key competencies that I have acquired during the six weeks in the placement:
· Communication: Improved communication with guests and internal employees, particularly during stress.
· Leadership and Initiative: Took the responsibility of making pre-event briefs and SOP suggestions.
· Time Management: Synchronised conflicting demands in setup, service and follow-up.
· Problem-Solving: Responded positively towards service delays that were beyond anticipation and realigned the plans towards equipment breakdown.
According to Felce (2019), the real value of learning in the workplace can be seen through the learning of so-called meta-competencies, which include the possibility of flexibility and emotional intelligence. These skills that I developed in the course of this placement and which were yet to be as well-developed in the Level 4 experience testify to the existing upward trend. Wood (2013) further confirms the fact that reflective development in long-term career development in the hospitality sector is direct.
[bookmark: _Toc212405194]3. Conclusion & Personal Development Plan 
The assignment was six months of exposure to the complexity of working in a hotel, particularly in the Meetings and Events and F&B divisions, and compared to my Level 4 experience, I could demonstrate progress on the aspects of confidence, team coordination and guest management. Using the Gibbs model helped me to think holistically so that the challenges may be turned into development opportunities.
The necessity to become more proactive in communication with cross-functional teams and the importance of service recovery plans are some of the insights obtained. My view of the motivation theory and service quality models was more comprehensible when it was adopted in high-pressure environments.
Development Goals:
· Enhance Crisis Management: I would like to achieve a certified hospitality risk and crisis management workshop by the end of my last year.
· Elaborate Leadership Competencies: I will shadow a departmental supervisor within one week and develop a leadership reflection journal, especially focusing on motivation of the leadership team and delegation.
· These goals will assist me in passing through the operational and supervisory roles after graduation as proposed by Hagg (2013) and ASET (2017).
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Use of Generative AI in Assessment
	Category
	Description
	Yes
	No

	RESEARCH
	For this assessment, you can use Generative AI to support you in research and data analysis
	☐
	☒

	STRUCTURE
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts and headings, etc.
	☐
	☒

	PROOFREADING
	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including getting suggestions to rephrase your work.
	☐
	☒

	WRITING
	For this assessment, you can use Generative AI to create text for submission.
	☐
	☒

	CREATIVE
	For this assessment, you can use Generative AI to create creative materials, such as images.
	☐
	☒

	PROGRAMMING
	For this assessment, you can use Generative AI to create and check code.
	☐
	☒

	NONE
	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading support and creative support.
	☒
	☐
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