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Introduction
The following report provides a comprehensive reflection on the experiences and competencies gained during my level 4 and level 6 placement in the hospitality sector. Structured around the Gibbs Reflective Model, this analysis will explore opportunities to apply relevant hospitality theories and benchmark my current skill set against those developed during the placement in these 2 different hotel categories. This model helps with providing a structured analysis of the strengths and weaknesses of an individual while providing an action plan to improve those areas (Hashim et a. 2023). The level 4 was completed in Ibis Budget Birmingham Airport (more of a “transit” location) and level 6 is Double Tree by Hilton Coventry (more of a conferences/events location). Sarah (Ibis Front Manager) and Beverly (DTbH Front Desk and Admin Manager) were a great support for my learning and acquiring practical skills into this departments. Ultimately this report will evaluate areas requiring further development and present a concrete action plan to enhance my capabilities and support my career in the hospitality sector.
Main Body
Description
Considering my placement in the Admin/Front Desk department at Double Tree, I have gain opportunities to develop myself professionally. I have observed a continuity in my responsibility when I reflected on the professional journey from Level 4 module. During this module, I had completed an introductory placement in Ibis Budget Birmingham Airport. During the placement, I had gained the experiences of customer service by learning the important operational task such as Bookings. This experience has built a foundation for the role that I had continued during my Level 6 placement. There were two scenarios that I had observed during my placement at the double Tree by Hilton hotel. The first scenario which had occurred had involved handing an unexpected rush at the check-in during the afternoon due to guest arriving earlier. Furthermore, the second incident revolved around the management of a guest complaint for room service due to the delayed food order during diner time. The scenarios required the application skills that I had gained during the level 4 module.

Feelings
Primarily, I had felt overwhelmed upon getting located in one of the hotels of such a large brand. In comparison to the Ibis Budget placement, the operations at my current placement felt more structured with adherence to the standards of the brand. I had felt the pressure to represent the brand on a professional level by providing superior performance. For instance, during the afternoon rush at check-in, I had felt anxious as I feared making mistakes under a high-pressure situation. During the second scenario, I felt nervous as it involved complaints from the guests. An individual is required to resolve an issue within the hospitality industry, as guest satisfaction is important for remaining compliant within this sector (Ali et al. 2021). However, I had felt further motivated during my work despite these concerns. I had recognised this placement process as an opportunity to apply the knowledge to grow confidently within this sector.  
Evaluation
Considering my placement, the scenarios that I have faced have had negative as well as positive aspects. For instance, during the check-in rush, the team had to struggle to maintain the speed of service. This leads to delays in releasing room key cards, which I had to adapt to. Within the areas requiring customer-facing roles, prioritising the tasks by supporting the team members helps an individual thrive within the hospitality sector (Singh et al. 2024). Considering this, my overall performance contributed to restoring the flow when guests expressed their appreciation for the efforts that we put in. During the complaint scenario, the negative aspect that I faced was the guest's frustration. However, the positive outcome was when I applied the strategies of service recovery that I had learned during my academics. The guest had felt satisfied after receiving a gesture of goodwill that was approved by the supervisor. This experience had helped reinforce the importance of empathy in a challenging situation. 
Analysis
My overall capability for managing these scenarios was informed by my learning in level 4. The module of Service and Experience Management had focused on the importance of understanding the quality of services that could be evaluated using the SERVQUAL model. This theory helps an individual to identify the gaps in the perceived delivery of services along with the expectations of the guests (Hoque et al. 2023). For instance, during the rush at reception desk, the overall reliability of the dimensions of this model was at risk. During this situation, I had focused on communicating with my team members to maintain confidence in guests. Furthermore, the module of Hospitality Operations Management introduced me to the operational processes within the hospitality sector. These concepts have helped me understand the overall operational structure at DTbH. These include the responsibility at the workplace that aligns with the importance of coordination during peak hours. I had realised how the standards of operational processes had ensured consistency within the hospitality sector. My level 4 placement has helped me experiment with the new behaviours that reflect on these outcomes. This helps an individual transition their operational competence to foster professional judgment. Moreover, I had applied the theory of Service Recovery that was studied during the level 4 module. This theory posits that customer satisfaction can be effectively enhanced beyond the level of no failure when the services are handled effectively (Song et al. 2023). Moreover, the focus on active listening helps an individual to assert a guided response within a customer-facing role (Sragih, 2025). The recognition of the components of dissatisfaction has helped me respond to the guests with empathy within the hotel.  
Conclusion
The overall experiences that I have incurred within the hotel have helped me enhance my placement experience. Through this experience, I had gained confidence to handle high-pressure situations by applying the academic theories that I had learnt from the level 4 modules. My placement has helped me increase professionalism through exposure to a brand-driven process of service. Reflecting on this experience has helped me realise that I am required to develop skills in situations when I am hesitant in making decisions. Strengthening my assertiveness will help me enhance my compliance with the SOPs of Hilton, which is required to progress in the long run.
Action Plan
	Goal
	Specific
	Measurable
	Achievable
	Relevant
	Time-Bound

	Improve operational confidence
	Shadow Front Desk/Admin supervisors during peak shifts
	Complete at least 6 shadowing sessions
	Supervisors’ availability weekly
	Builds decision-making ability
	Within 8 weeks

	Strengthen SOP knowledge
	Review Hilton Front Desk/Admin SOPs
	Study 3 sections per week
	Material accessible on-site
	Enhances service consistency
	Complete within 6 weeks

	Enhance service recovery skills
	Practise guest communication techniques
	Apply strategies in at least 10 interactions
	Supported by team feedback
	Improves guest satisfaction
	Within 10 weeks

	Develop proactive task planning
	Anticipate peak times using rota and booking data
	Record improvements in weekly reflections
	Tools available in the department
	Improves workflow efficiency
	Within 12 weeks


Table 1: Action Plan
Conclusion
This placement has been an important step towards my professional development as it has helped me refine the skills that I had learnt during the level 4 placement. Through the management of the scenarios that I had faced, I was able to develop operational awareness. These experiences have helped me understand the links through the application of SERVQUAL dimensions for service recovery. Reflecting on this process has helped me understand the values that have been shaped for improving in the future. I have further recognised that there are some potential areas of development that would help me enhance my confidence towards the decision-making process. This placement has been an integral part of strengthening my professional identity. Moreover, the action plan had laid out a plan to build my experience to grow as a service-focused professional.
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