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The hotel, named Best Western Burlington Hotel in Folkestone, Kent, serves as my current student placement. The hotel operates as a four star property located on the Folkestone seafront, and was established in 1893. Provides 60 rooms (some ensuite) and dining areas or event venues (Burlington Hotel, 2025). The hotel welcomes both leisure and business visitors who including British visitors and Eurotunnel travellers. My Front Office work at the hotel involved assisting reception staff with guest check-ins and answering guest questions, and performing administrative duties.
Roman from reception assisted me in enhancing my customer service abilities and communication skills, while Mirek from the Assistant Manager team offered me guidance about operational procedures and leadership methods. The reflective process in this paper uses Schön’s (1983) model to examine “reflection-in-action” (thinking during the event) and “reflection-on-action” (thinking after the event). The method enables me to study my workplace choices and actions through actual scenarios while connecting them to academic concepts from Marketing Essentials and Hospitality & Guest Services modules. The purpose of this reflection serves to show my professional development through the connection of theoretical knowledge to practical hospitality work.
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The most challenging situation during my placement occurred when a guest became angry because his hotel reservation failed to appear in their property management system. Roman observed my uncertainty, so he asked me to verify the online booking system before reaching out to the booking service. The guest's loud complaints made me feel both anxious and under pressure while I worked to solve the problem.
I used Schön’s (1983) reflection-in-action method to think instantly about bettering the situation instead of becoming frozen. The Hospitality & Guest Services module taught me that maintaining guest satisfaction requires both emotional control and professional communication methods. I maintained my composure to apologise for the problem while guaranteeing the guest that our team would solve the issue.
I developed my ability to stay calm because I observed Mirek and Roman handling similar situations with their professional composure and empathetic approach. The ability to reflect during action requires both self-assurance and flexibility because it involves identifying problems at their onset and making immediate adjustments. The situation demonstrated Goleman's (2000) emotional intelligence principles through his emphasis on self-regulation and empathy for customer service delivery. Through this method, I successfully reduced guest irritation while Roman finished the check-in process.
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I spent my time at work preparing check-in materials and helping guests who needed to leave early during peak morning hours. Mirek pointed out to me that operational speed should not override the need to deliver excellent service to guests. The feedback made me realise I had been prioritising operational speed above service quality during my work.
I used Schön’s reflection-on-action to think deeply about finding a solution that would meet both requirements. The Marketing Essentials module (Level 4) taught me that brands achieve success through both operational efficiency and emotional connections with their customers. Best Western hotels present themselves as welcoming establishments, which means every guest encounter affects how customers perceive the brand.
I made a point to reduce my speed while providing more smiles and asking guests about their hotel experience during my subsequent shifts. The guests showed appreciation for our staff's service by writing positive comments at the reception desk. The experience showed me that delivering excellent service requires more than task completion because it involves creating value through positive guest interactions. The service quality model by Parasuraman et al. (1988) supports Mirek's advice because it demonstrates how empathy and responsiveness affect guest satisfaction according to its service quality model.
Mirek taught me about proper guest overbooking management through calm and open communication methods, which became a crucial learning experience. He taught me to search for workable answers instead of attacking systems or personnel. The experience taught me that hospitality problem-solving depends on emotional stability and team collaboration. The experience boosted my ability to handle responsibilities while following Schön's approach to professional development through real-world challenge analysis instead of evasion.
The reflection process revealed to me that every mistake creates a chance to acquire new knowledge. Through my post-event reflection, I gained better understanding about how my communication methods affect guest impressions and hotel image.
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My current placement shows significant advancement when compared to my Level 4 experience. I used to need supervisors for instructions during my first placement, but I now perform tasks independently. I have developed better skills for using the Property Management System (PMS) and for handling guest arrivals and dealing with guest complaints.
Schön's reflection process taught me to analyse situations instead of following standard procedures. The process of reflection enables students to connect their academic knowledge with their professional conduct. The application of Hospitality & Guest Services principles taught me to practice active listening and maintain positive body language when interacting with guests. The Marketing Essentials course taught me about service quality maintenance for customer retention, which supports Kotler's (2017) service marketing concepts.
My work with Mirek and Roman enabled me to develop better skills for teamwork and communication. Mirek explained to me which tasks to focus on when the front desk faces a high workload. His composed and organised leadership style demonstrated to me the value of leadership skills and emotional management. I now understand how managers handle operational requirements while ensuring staff welfare, which I aim to master in my future career.
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The Burlington Hotel experience has shown me how Schön's reflection-in-action and reflection-on-action methods enable personal and professional growth. The experience taught me to remain composed under stress while developing my critical thinking abilities and service delivery excellence. I enhanced my communication abilities and teamwork skills through observing Mirek and Roman while connecting their leadership methods to academic concepts.
I understand that I need to enhance my ability to make decisions while improving my PMS system operational skills. I aim to develop my leadership abilities because I want to take on additional responsibilities in the future.
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	Development Area
	Specific Actions
	Theoretical Link
	Expected Outcome

	Enhance technical competence
	I will ask Mirek to provide additional training about the hotel PMS system and booking management procedures.
	Kolb’s (1984) Active Experimentation – applying new learning to improve performance.
	Improved efficiency and confidence in front office operations.

	Develop leadership and communication skills
	I will study Mirek's communication approach while using Goleman's (2000) Emotional Intelligence principles to enhance my daily professional interactions.
	Goleman’s (2000) EI Model – self-awareness and empathy in leadership.
	Better emotional control and stronger professional relationships.

	Apply academic learning in practice
	I will use Marketing Essentials theories to create suggestions for guest communication improvement and loyalty growth through better pre-arrival email content.
	Kotler (2017) Service Marketing – importance of consistent brand experience.
	The hotel will experience better guest satisfaction because of my contributions to its reputation.
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