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I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.
This reflective log will provide a critical analysis of my professional and personal development between my Level 4 placement and my current Level 6 placement at The Harboro Hotel. My analysis will focus on the administrative department of Human Resources, as the most significant incidents I have experienced relate directly to workplace culture, staff treatment, and organisational policy.
My development during this placement has been supported by colleagues such as my manager, Silesh, and the bar manager, Fernando. The purpose of this reflection is to demonstrate my development, not just in practical skills, but in my analytical ability to diagnose systemic operational failings.
To meet the module's requirements, I will use Gibbs' Reflective Cycle (1988) as my structured reflective model. This framework will allow me to deconstruct two specific scenarios I experienced, link them to academic theories, and contrast my current Level 6 understanding with my perspective from Level 4.

Description 
I will reflect on two specific scenarios that occurred during my unpaid Level 6 placement at the Harboro.
Scenario 1: The 'Eat in the Back' Incident I was on my official break after working a long, busy, and unpaid shift setting up an event. I was tired and hungry. As there is no staff canteen, I took my staff meal to a quiet, empty corner of the bar lounge. A manager, Liam, saw me and told me I had to move. His instruction was to go and eat "somewhere in the back" so that "clients don't see" me. I was not in uniform, and I was on my official break, but I was made to feel like I was something to be hidden.
Scenario 2: The 'Staff Food' Incident The hotel has a policy where we can buy staff food. On another day, after a very difficult shift, I was extremely hungry. I asked the kitchen if I could order a "double portion" of the chicken strips and chips from the staff menu, and I made it clear I would pay the double price. When the food arrived, I had been charged double, but the portion of chips was the same size, and I had received only two extra chicken strips. The standard portion has five, so a double portion should have been ten. I felt completely cheated by my own colleagues.

Feelings 
In one word, I felt "disgusted." In both situations, I felt disrespected, devalued, and, honestly, exploited. In the first scenario, I felt humiliated, as if I was being treated as something 'dirty' that must be kept out of sight of the 'real' customers. In the second, I felt I had been actively and knowingly ripped off by the kitchen team.
This is the biggest change from my Level 4 placement experience. I remember being treated poorly at my L4 placement as well, but my feeling then was fear and intimidation. I was just a student, and I was too nervous to say anything. I just assumed this was normal.
Now, at Level 6, I am not nervous. I am angry and disgusted. My feelings have changed from fear to frustration because my academic studies have given me the tools to understand why this is not just "unpleasant"it is a critical management failure.

Evaluation 
Honestly, there was nothing "good" about these experiences for me, personally. The only positive is that they have served as a powerful, negative case study for my own development. They have shown me exactly what not to do as a manager.
The "bad" is the entire organisational culture. It is a culture of disrespect that is focused only on the short term. It treats its staff, especially its unpaid placement students, as a disposable resource to be used up. I saw the direct result of this culture every day: "nobody likes the job, just come to work for the money and they want to leave work." This is not just my opinion; it is a visible operational problem.

Analysis 
This is where I can connect my feelings to academic theory.
L4 'Hospitality & Guest Services' Module: In this module, all our learning was focused on the external guest. We learned theories about the 'service encounter' and the 'guest cycle'. The clear failure at the Harboro is that the management has no concept of the 'Internal Customer' (Heskett, 2002). They fail to understand that staff (the internal customers) must be treated with the same respect as external guests. The poor service I saw given to external guests is a direct result of the poor service the internal staff receive from management.
L4 'Business Skills' Module: This module taught us about professional communication. The manager's order to "eat in the back" was a failure of this. A professional HR administration would have a clear, well-communicated policy and, more importantly, a dignified, designated space for staff to take their breaks. The lack of this is a failure of the hotel's administrative structure.
Academic Frameworks: My entire experience is a textbook example of Herzberg's Two-Factor Theory (Herzberg, 1987).
Hygiene Factors: These are the basics that do not motivate people, but their absence causes active dissatisfaction. The Harboro is failing at all of them:
Company Policy & Administration: Unclear, unfair, and disrespectful rules.

Working Conditions: No proper staff area.
Salary/Fairness: Being cheated on staff food (Scenario 2).
Motivators: These are what create job satisfaction (e.g., recognition, achievement, growth). The hotel provides none of these.
My L6 analysis is this: the hotel is failing at the most basic "Hygiene Factors." This guarantees a demotivated, "dissatisfied" workforce (Armstrong and Taylor, 2020) that will, in turn, deliver the poor service that I have witnessed. The HR administrative failure is the root cause of the hotel's guest service failures.

Conclusion and Development Plan
My development from Level 4 to Level 6 is now very clear to me. At Level 4, I simply endured the problems. At Level 6, I can diagnose them. I understand that the disrespectful culture I felt is not just "the way things are"it is a specific, identifiable failure of the hotel's HR administration and is the source of its operational problems.
This experience has directly shaped my future development goals as a manager.
Goal 1: I will champion the "Internal Customer".
Action: As a manager, I will create, communicate, and defend clear, fair, and respectful policies for staff. I will fight for a clean, dignified space for staff to take their breaks, completely separate from the "back" (Vallen and Vallen, 2014).
Goal 2: I will manage using "Motivators," not just "Hygiene Factors".
Action: I will actively practise "recognition." I will not just manage tasks; I will make a point to thank my team for their hard work, provide opportunities for development, and build a culture where people feel valued, not just (un)paid (Herzberg, 1987).
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