


Introduction
My current Level 6 placement is at Novotel Cardiff Centre, a modern four-star hotel located in the heart of Cardiff, near Cardiff Bay, part of Accor Hotel Group. It is known for its contemporary design, family and pet friendly amenities and business-oriented services (HotelsOne.com, 2025). I was placed in the front office department (front desk, reception), where my responsibilities were check-in and check-out, managing reservations, overseeing guest queries, and coordinating with housekeeping and maintenance to ensure smooth operations. This role has allowed me to interact with guests and gain insight into operational and customers service aspects of hotel management. 
For the time I spent in front desk, I have collaborated with Tom Jenkins, the front office manager, David, Monira, and Vitus. They all guided my development, helping me to understand the operational process. By giving me positive feedback but also the constructive and coaching ones, they helped me navigate through challenging situations. 
For this reflective report, I will use Gibb’s Reflective Cycle (Gibbs, 1988), a structured model that enables critical reflection through six stages: description, feelings, evaluation, analysis, conclusion, and action plan, to assess my personal and professional development from Level 4 to Level 6. I will explore how both placements and the academic modules have helped with my performances, decision making, and understanding of front office operations while applying theoretical frameworks. 
Main Body
Scenario1
During a busy Friday afternoon check-ins, one of the guests was frustrated about a delay in his room assignment. Initially, I felt scared, anxious, and unsure about how to manage this issue, what response to give, and fearing escalation. I immediately recalled some techniques from “Customer Service Excellence” module which emphasises empathy, active listening, and service recovery (Ford & Sturman, 2025). I calmly acknowledged the customer’s annoyance then I apologised sincerely and offered a complimentary drink in the restaurant and bar area to have while he was waiting for his room to be prepared. Also, I was making sure that the room is getting ready and I was following up personally once that was done. The guest later let the front office manager know that he appreciated my gesture. This experience showed me that “Emotional Intelligence” is important in hospitality (Genc & Genc, 2018), (Goleman & Cherniss,2024), especially in challenging situations. Compared to Level 4 placement, where mostly I was observing guest’s interactions, I now felt confident in taking initiative and resolving issues independently under the supervision of the front desk staff. This scenario aligns with “Service Recovery Theory” (Ghazal Shams et al., 2021), (Tax et al, 1998), which highlights the importance of timely and emphatic responses to service failures. By applying this framework, I turned this negative experience into positive feedback, demonstrating that my knowledge in conflict resolution and guest relations is growing with academic information received in university courses. 
Scenario two
The second scenario involves a guest who booked a room specifically on fifth floor of the hotel. He did not specify the reason so a room on that floor has been assigned. He checked-in and after being in his room he came back unhappy, telling us that he was hoping that being on the last floor will be a quieter, because he had an important meeting the next day and he needs rest. The day he arrived a portion of fifth floor was closed due some carpet and bathroom floor tiles renovation. I have asked him to come to the bar area to have a complementary drink and a quiet space to talk and I had to listen emphatically. I ensured that the guest’s concerns were fair and I tried to address them promptly by offering a change of room in a quieter room from the hotel. This time I felt more confident to manage the customer’s expectation and offer the right solution, drawing on the previous experience and consulting the front desk staff and manager. A different room and a late check-out made the guest to appreciate the gesture. This experience and also the previous highlighted the importance of teamwork critical thinking skills, active listening, and empathy. 
One of the past modules “Hospitality Operations” (Szende et al., 2021), introduced me to operational challenges of working in a hotel, including managing maintenance scheduling, and minimising guest disruption. Understanding the operational context helped me explain the situation to the guest transparently and offer practical solution. 
After the problem was solved, I realised that while the resolution was effective, the initial communication about the renovations could have been clearer. I considered how better pre-arrival communication or signage might have prevented the issue. I suggested to the manager that we include a verbal reminder about any disruption during check-in, which was later implemented. 
Unlike my Level 4 placement, where I mostly observed and assisted, I was now expected to take initiative. This shift marked a significant step in my professional development. 
On front office I have also improved my technical skills, particularly in using Opera PMS and CRM systems. At Level 4, I had limited exposure to these tools, but now I use them confidently to manage bookings, update guest profiles, and generate reports. 
In addition, using Gibbs’ Reflective Cycle, I regularly reflect on my performance, identify areas of improvement, and set goals. For example, after a challenging shift, I analyse what went well, what could be improved, and what I will do different next time. 
I now can manage more complex guest interaction and contribute to team briefings. I developed stronger communication and multitasking skills, I have learned to anticipate customers needs, respond effectively to service challenges, and collaborate across departments. My understanding of service quality and guest psychology has deepened through practical application of academic theories. 
. 
Conclusion
My Level 6 placement at Novotel Cardiff Centre has been a pivotal stage in my professional journey, transitioning from passive observation at Level 4 to active engagement in front office operations. Through the application of Gibbs’ Reflective Cycle, I have critically examined my growth in emotional intelligence, service recovery, and operational decision-making. The scenarios I encountered demonstrated my ability to apply academic theories such as Service Recovery Theory and Hospitality Operations in real time. 
I have developed confidence in manage complex guest interactions, strengthened my communication and technical skills, and contributed meaningfully to team briefings and operational improvements. The support from experienced colleagues and the integration of academic earning have empowered me to take initiative, reflect constructively and continuously improve. This placement has not only enhanced my practical competencies but also deepened my understanding of service quality, guests’ psychology, and strategic role of front office operations in hospitality management. 
Development plan
To built on my current progress and prepare for future leadership roles, I have outlined the following actionable actions. I will continue to shadow the Reservation manager to gain deeper insights into booking systems, revenue management, and cross-departmental coordination. Learn revenue forecasting and pricing strategies to support data-driven decision-making at front desk. Attending internal training on complaint handling, upselling techniques, guest engagement strategies and reviewing guests feedback weekly to identify recurring issues to create an excellence in service. 
I plan to continue using Gibbs’ reflective Cycle after each shift to evaluate performance, set improvement goals, track progress, and document key learning moments in a personal development journal to support future appraisals and career planning. 
These steps will define my long-term aspiration to become a Front Office supervisor, equipping me with strategic, interpersonal, and technical capabilities required to lead with confidence and empathy in a dynamic hospitality environment.
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