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[bookmark: _Toc213338275]Introduction
I have been placed at the Harlow hotel by Accor and served as a Front Desk Assistant in the Front Desk / Reception department. I also worked on guest check-in and check-out, reservations, responding to guests' questions, and ensuring that the day-to-day operations ran smoothly at the front desk. My reflections will also be based on the Reflective Cycle created by Gibbs, which includes the stages of Description, Feelings, Evaluation, Analysis, Conclusion. The model is perfect since it offers an ordered reflection process, enabling me to critically discuss the positive and problematic issues (Harlow, 2019). This reflection is meant to evaluate how I have grown personally and professionally throughout the placement and how my experiences in Level 4 at The Harlow Hotel by Accor will apply to my present placement at Level 6. It is also intended to show how I have used the academic theories acquired during my studies in a practical hotel environment, which has helped me grow and realise hotel management practices.
[bookmark: _Toc213338276]Reflection on My Level 4 and Level 6 Placements
In my Level 4 placement, I was stationed in the Reception Department of a The Harlow Hotel by Accor, and there, I was engaged in activities that included receiving and checking in guests, checking out, processing reservations, and responding to guests. This background experience exposed me to the premises of hotel operations and, in particular customer service. It allowed me to gain the most important skills in communicating with guests, administrative work, and problem-solving (ASET, 2017). These were the basics of my Level 6 placement in The Harlow Hotel by Accor, where I had a chance to work on these skills and take part in more complex tasks, including processing challenging guest complaints and tasks during peak hours. It was not that stressful since Level 4 taught me practical knowledge to deal with the difficulties in Level 6.
[bookmark: _Toc213338277]Scenario 1: Handling a Difficult Guest Interaction
[bookmark: _Toc213338278]Description
During my tenure at The Harlow Hotel of Accor, I was forced to handle a challenging situation of an unsatisfied customer complaining that the event room was dirty. The customer was furious and demanded the contact information of an appropriate manager. 
[bookmark: _Toc213338279]Feeling
Initially, I was very anxious about overcoming the situation; however, I stayed cool and heard the guest's issues. 
[bookmark: _Toc213338280]Evaluation
I assured the guest that the situation would be corrected soon, and I gave her a choice of either changing the room or cleaning it as an immediate option. It was also my responsibility as an individual to serve a free breakfast to the guest as a show of goodwill. This demonstrated to me how important I need to be proactive in-service recovery and I was taught in my Level 4 Guest Service Management module. 
[bookmark: _Toc213338281]Analysis
Through these principles, I managed to solve the problem and ensure the guests were satisfied, but I also understood that I could have better benefited the situation by responding faster. 
[bookmark: _Toc213338282]Conclusion
I would strive to be more responsive and communicate with the guests more effectively about the course of action to address the problems in the future.
[bookmark: _Toc213338283]Scenario 2: Managing Front Desk Operations during Peak Times
[bookmark: _Toc213338284]Description
The other issue of great concern was dealing with the front desk at the busiest time of the check-in period, particularly during the weekends when several guests were coming simultaneously. 
[bookmark: _Toc213338285]Feeling
The initial pressure was a lot since I had to handle a queue of visitors and, at the same time, provide acceptable service to every visitor. But I also realised that I must put first things first, and that is to visit the VIPs and those requiring special attention. 
[bookmark: _Toc213338286]Evaluation
I applied my time management and organization skills acquired in the Level 4 Operations Management module to improve the check-in process. Though it was in me to handle the situation, I understood there were instances when I was in a hurry and caused slight delays. 
[bookmark: _Toc213338287]Analysis
Through this, I learned that I should look at the peak seasons of the industry and staff them to enhance efficiency. I also learned that effective communication about waiting time with guests could help reduce stress and improve the experience. 
[bookmark: _Toc213338288]Conclusion
I would adopt automated check-in systems in the future during peak periods to make the process fast.
[bookmark: _Toc213338289]Link to Academic Modules
The Level 4 Guest Service Management/Operations Management modules also assisted me in preparing to face these life situations (Wood, 2013). The Guest Service Management module gave me an insight on the importance of service recovery and how well management of customer complaints can make a customer remain loyal. Such application of the theory helped me to cope with difficult relationships with guests in a professional way. In the same sense, the Operations Management module trained me to facilitate operations during the high season like a check-in situation. I was in a position to control the operations as well by ensuring that I incorporated the time management principles and prioritisation of tasks. I applied service recovery techniques in the module, which allows the guest a room switch or free breakfast. Such a preventive mindset allowed to fix the problem and ensure guest satisfaction. In the same way, the Operations Management module offered applicability in managing high-stress levels. I used the time management and schedule preference techniques that I had learned during the peak check-in times by first serving the VIP guests and ensuring a seamless movement at the front desk.
[bookmark: _Toc213338290]Application of Theoretical Frameworks
In addition to the academic information gained in the modules, I employed different theoretical frameworks during my placement. The expectations of the guests were understood with the help of the Hierarchy of Needs created by Maslow. When processing the guest complaint, I understood that I was to address the needs of the first level prior to the other needs such as emotional satisfaction i.e. cleanliness and comfort (Vallen and Valen, 2014). The model helped me to schedule my actions and make sure that the most important problems of the guest were addressed in a timely manner.
The other theory that proved to be useful in making me understand the team dynamics during rush hours was Herzberg Motivation-Hygiene theory. I observed that front desk employees were more motivated and prolific when supported and well organised in doing their jobs. This enhanced the effectiveness of the front desk operations in general, and it was able to take care of the rush of guests effectively. The theory emphasised the need to have a good working environment, which had a direct effect on the success of the operations and on the satisfaction of the guests.
[bookmark: _Toc213338291]Skills Gained and Development
Placement in The Harlow Hotel in Accor helped me develop guest service skills because I was required to handle various guest complaints and ensure their needs were answered promptly. I also learned how to perform operational duties, and some of them are checking in guests, making reservations, and answering calls (Bardi, 2010). The more I was confident, the more I could use hotel management software and make front desk processes more efficient.
I also acquired good teamwork and leadership skills. I was not used in an official leadership role; however, I could help my colleagues in their busiest times and do more duties. I also learned how to work as a team to facilitate smooth operations. I also developed my problem-solving abilities, as I could look at the guests' issues quickly and handle the problems of high rates. I was taught to be cool under pressure, prioritise, and make decisions to ensure the front desk ran smoothly.
[bookmark: _Toc213338292]Development Plan
Table 1: Development Plan
	Area for Improvement
	Plan to Address
	Timescale

	Speed and accuracy under pressure
	Improve multitasking and time management skills during peak hours by practicing operational scenarios and using time-blocking techniques.
	Within 3 months, during ongoing placement activities and operational shifts.

	Communication with guests
	Improve communication by promptly listening and responding to guests' concerns, adhering to clear and concise messages (Hagg 2013). Take into account further training in conflict resolution.
	Over the next 4 months, including completion of a conflict resolution workshop before the end of the placement.

	Proficiency in hotel management software
	Attend training sessions on hotel management software to improve efficiency in managing reservations, guest check-ins, and operational tasks.
	Within 6 months, aligning with the hotel’s internal training schedule and system updates.



[bookmark: _Toc213338293]Conclusion
I have reflected on my professional development, which I have made since Level 4. My areas of improvement have been in guest service, operational competency, and problem-solving skills. I am now more confident in my decisions and in managing schedules because of managing tough encounters with guests and handling the operating check-in time. My skill in putting into practice scholarly concepts such as Maslow's Hierarchy of Needs and Herzberg's Motivation Hygiene Theory has greatly improved my knowledge in managing guests and staff. These experiences have made me appreciate the role of proactive service, effective communication, and prioritization of tasks in hotel operations.
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