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Universities must offer educational programs that fulfil the needs of future employers and graduates' aspirations to produce graduates who are ready for the workforce. To connect theoretical knowledge with practical work experience and help graduates transition from university to professional workplaces, different types of work-integrated learning have become essential in higher education curricula (Billett, 2014). Universities, technical and vocational education providers, and other tertiary education providers should implement these arrangements to promote graduate employment 
Work-integrated learning allows students to gain practical experience and skills while they are still at university. This helps to provide them with a competitive edge when applying for jobs and gives them an advantage in the job market (Brooks and Youngson, 2016) This reflection will discuss my overall experience while pursuing my BA Hons degree in International Hotel Management at University of Wales Trinity Saint David through work-integrated learning. Graham Gibbs' Reflective Cycle, developed in 1988, offers a structured approach to learning and a framework for analysing experiences at different stages of learning. It includes six stages according to Smith's (2015) terminology: Description, Feelings, Analysis, Evaluation, Conclusions, and Action Plan. Learning from failures and successes is facilitated by the cyclical model and is the primary reason for its choice.
For my current placement, I was assigned to the Aparthotel Adagio London Sutton Point (Adagio, 2024). The hotel is conveniently located just a few minutes from Sutton Station and Sutton High Street in the bustling heart of Sutton in Surrey. Furthermore, the renowned Epsom Downs Racecourse (TJC, 2024) and the picturesque Surrey Hills (NT, 2024) are easily accessible from the hotel. Additionally, the building houses a branch of the famous French budget hotel brand Ibis, both of which belong to the renowned Accor group (Accor, 2019). Adagio offers 59 beautifully furnished apartments and studios with full kitchen and laundry facilities (Tripadvisor, 2024). On the other hand, Ibis provides 91 rooms, each equipped with Wi-Fi (HRN, 2024), offering a diverse range of accommodation options within one building.
After a disappointing level 4 placement at Marriott Hotel Kensington, I was hesitant to pursue another placement. This is because the hotel had never hosted student work placements before. Due to their lack of preparation and awareness, my experience was forgettable. This feeling was intensified by my abrupt departure, which left me feeling unappreciated. Lately, I have been struggling mentally due to some personal issues, which made me question my ability to handle another placement. Nevertheless, I was determined not to let my feelings interfere with my academic progress.
My experience in the food and beverage department was followed by four weeks at the Front Office. During my induction, I had the opportunity to meet Deepak, who is responsible for managing the front and back offices. The front office is a critical department in any hotel, along with housekeeping, although its size varies depending on the hotel's size and structure.  In my first two weeks at the department, I worked at the front desk learning about the hotel's PMS, a computer-based management information system that supports a variety of front-of-the-house and back-of-the-house applications. Wood (2013, p. 46) points out that the front desk is one of the most important points of contact for guests. During that time, I observed how staff pre-authorized guests’ bookings and confirmed pre-paid bookings. A temporary login account was created to enable me to familiarise myself with the user interface on a spare device for training purposes. In my observation, guests were read essential information as they checked in, which seemed repetitive and monotonous. The sight of guests handling their luggage also felt uncomfortable to me, and I found myself compelled to assist guests with their luggage during check-in, despite the hotel's policy that guests handle their own luggage, according to the staff. It was primarily due to my previous experience as a luggage porter that a staff member commented that I was 'too nice' when they observed me helping guests with their luggage. According to Johnston et al., 2012, p. 35, service operations management in organisations that provide services is imperative to ensuring that customers receive the right service experience and achieve their desired outcomes. To fulfil this responsibility, it is necessary to comprehend the customer's needs, ensure the organisation's objectives are met, and continually improve service quality. Vallen and Vallen (2014, p.222) assert that providing error-free service is more of an ideal than a reality. Due to the inevitable nature of complaints, guest service management must prepare for the unexpected. There was an occasion when I saw angry guests complain bitterly that they had been woken up by the fire alarm and had to get out of their room upon the assumption that a fire had broken out. Upon their arrival, they were not informed of this by the hotel staff, which was not helped by the fact that this was their first trip to the United Kingdom. When Michael, the manager of Food and Beverage, tried to explain that fire alarm tests occur on set dates, it almost resulted in a heated argument. Overall, I was not satisfied with the way the issue was dealt with especially because my opinion was not considered.  I believe a designated front office manager could have been in a better position to handle the issue. In Pizam's (2016) view, a non-complimentary approach to management might have alleviated tension. The last two weeks at the front office were spent observing front desk operations and closely monitoring how the staff performed their other functions. Having the opportunity to interact with guests daily provided a unique experience for me at the front desk. However, it was mostly boring because I observed operations rather than taking part in them. During my observation of the Hotel's lobby, I noticed that the hotel's public liability insurance had expired, which I immediately informed Sarai, the General Manager. In my opinion, it was somewhat disturbing that it had not yet been replaced as of the time I completed my placement. My goal during placement was understanding how the hotel conducts front desk operations. The check-in and check-out processes, the preparation of keys for large group reservations, and the handling of customer requests, such as room changes, were all demonstrated to me. The fact that front desk staff were allowed to sit was somewhat unusual to me.
As a result of collaborating with the staff, especially the front desk staff, I have gained more knowledge during my current placement than during my level 4 placement. Along with gaining more experience, I have acquired additional transferable skills that will prove valuable in the future. Working closely with the front desk staff allowed me to observe and understand the practical aspects of customer service and administrative duties. Their guidance and real-time feedback helped refine my communication and problem-solving skills. This hands-on collaboration enriched my learning experience far beyond theoretical knowledge.
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