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My hotel placement was at the Novotel Birmingham Airport, where I worked in the reception area. This property offers food as well as beverage options through its on-site restaurant, bar as well as room service. Accordingly, the menu features British and international dishes such as homemade curries, soups, and udon noodles along with vegetarian and plant-based meals (Accor, 2025). During this learning placement, I aimed to understand and learn work-based key skills. I also hoped to address the issues in the food and beverage department and gain knowledge about management performance. Lastly, I aimed to understand the required performance criteria and technical knowledge to meet the guest standards. On that account, this learning log will highlight my reflection on the experience I have gained during the placement experience. Moreover, my development journey and a service improvement proposal will also be provided here. 
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Figure: Kolb’s reflective model
Source: (McLeod, 2025)
Using Kolb’s reflective model to reflect on my experience 
Concrete Experience 
I have worked at the restaurant area and reception of Novotel Birmingham Airport and catered to the guests who have come to spend their days comfortably. On that account, I have observed the different responsibilities and decision-making processes. Receptionists and front office managers are the key personnel who hold the major responsibilities. The primary guest services that the receptionist offers are check-in and check-out processes, administrative tasks, customer support, interdepartmental coordination and sales retention. I have also noticed that the front office manager manages the reception, ensures smooth operations, resolves issues, manages revenue, reviews report as well as works as a liaison between departments.  Additionally, within the restaurant, the guests were served with tasty food with efficient service. As a worker in these department, I have participated in many of these responsibilities. At restaurant area, I have performed duties like clearing tables, maintaining cleanliness, as well as replenishing food items. On the other hand, I have managed basic front-office duties such as checking guests in and out, entering new bookings into the system, and processing payments at reception. Additionally, the decision-making process in this property follows a standard hierarchical model where each worker has their set of responsibilities and they report to their supervisors. However, employees are empowered to solve issues on their own. By working in this area, I have learned that work-related skills such as leadership, problem solving, communication and adaptability are very important. 
Reflective observation 
While reflecting on my experience, I have acknowledged some inconsistencies in my previous knowledge and learned new things (McLeod, 2025). I have experienced different events where I noticed effective or ineffective supervision and their impact on operations. For instance, I have seen a scene where a guest has complained about poor service which happened due to miscommunication. Due to staff shortage that I have noticed, additional pressure has created and this has caused miscommunication and service inefficiency. Supervisors also failed to manage the occasional pressure at the front office and bar areas due to the staff shortage issue. On that account, this has affected the reputation of the hotel at times. I have understood from this experience that consistent supervision with proper staff allocation is necessary in this particular service field. Another time, when a guest has complained about their coffee being cold, I have handled the guest by politely apologising and ordering new coffee. This has projected my professionalism as well as awareness regarding customers’ needs. Accordingly, I have noticed effective supervision and communication has allowed me to act professionally within my workhour. Reflecting on this experience has made me acknowledge that proper leadership, communication, training, and clear procedures are necessary for getting customer satisfaction. 
Abstract Conceptualisation
From my experience, I have understood, along with professional and technical knowledge, soft skills are very necessary in a hotel, including reception. Leadership, problem-solving, communication as well as adaptability are some of the most essential skills that are needed for workers to have to work here. However, previously, I had a misconception that working at reception is solely a desk-based and repetitive task and technologies will eliminate the need for the department. While working here, I have understood that the role and responsibilities involved in this department are dynamic and multilayered, where constant problem-solving and coordination are necessary. On that account, I found that I can easily communicate with others which has helped me in working with teams and coordinating with others. However, I have also noticed that I am slow to adapt to new situations as well as to develop solutions for problems which is an extremely required attribute.  
Active Experimentation
With the help of the learning I have earned from this experience, developing an action plan to strengthen my weaknesses such as poor adaptability and problem-solving skills, is necessary. 
Action plan 
	Skills 
	Ways to achieve 
	Timeframe 

	Adaptability 
	I will develop a growth mindset, learn new skills consistently and develop knowledge about the working field to get accustomed (Sony and Mekoth, 2022). 
	Within three months 

	Problem-solving skills 
	I will develop the habit of getting to know about the problem with more focus and generate different solutions to find out the best one by embracing creativity and brainstorming (Percy, 2024). 
	Within six months 
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Comparing my current Level 6 placement with the Level 4 experiences
I have developed a new restaurant concept under the Hotel Trinity Hotel and both Greggs and Pine restaurants, where I have worked, were used while writing the student journal in level 4. On that account, Novotel Birmingham Airport is an upscale 4-star hotel, and Hotel Trinity is a budget and independent hotel (Accor, 2025). While Greggs and Pine restaurants are not hotel chains and they fall under the category of budget. Hotel Trinity and Novotel Birmingham Airport focus on classic hotel-based service such as accommodation, dining and others. While the Greggs and Pine restaurant offer standalone dining services (Restaurantpine, 2025). While working at the hotels, I have gained some good experience which includes positive guest experiences, career advancement opportunities as well as team support. However, the extreme work pressure due to lack of staff during some days has made me stressed at times. During my work at the restaurants, I have taken pride in providing excellent service and contributed to a positive guest experience. 
Reflecting on the experience of the Level 4 and Level 5 modules 
From my experience in Level 4 to the current placement, I have understood that soft skills are very necessary for successful handling of these hotel services. However, I also learnt that the management and decision-making process is different in these places as Novotel Birmingham Airport follows a more hierarchical structure. On that account, Greggs and Pine follow a more functional structure. Consequently, the menu I have designed will be appropriate for Hotel Trinity as with this multifaceted menu, they can easily attract and expand their customer base. On the other hand, the Novotel Birmingham Airport, under the Accor Group, heavily focuses on specific environmental goals. Contrarily, Marriott Hotel’s strategy is broader, encompassing economic opportunities, legal compliance, human rights, and other aspects (Jessen, 2024). Further, greener practices like tiered CSR that combines both environmental and social goals will be useful for these hotels.  
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Key area that needs to be improved 
Staff shortage at both the reception and the front bar areas creates a huge probability of facing issues in daily operations that leads to service inconsistency (Tripadvisor, 2023). On that account, I can say that customer service inconsistency due to workforce shortage is one of the areas that needs to be improved in my current placement. The firm needs to focus on hiring potential candidates having skills like upselling, handling diverse guest needs and other aspects. I have concluded this aspect after reviewing my placement experiences along with assessing the online reviews and interactions with my colleagues.  
Improvement plan 
Standardising operating procedures and recruiting new skilled staff
This strategy, through creating clear goals, standardising amenities, establishing communication goals and recruiting new talented staff, will help in improving communication and service and removing pressure from existing staff (Piso, 2022). 
Implementing the feedback loop
Gathering feedback on every touchpoint to improve the training process as well as develop training programme for upskilling the new and old staff will also help improve the service consistency (Gîngioveanu Lupulescu et al., 2024). 
Empowering and training staff regularly
As the quality of service is dependent on the competencies of staff, providing comprehensive training, empowering and rewarding the old and new staff for better service will help in this aspect (Schwarz, 2025). 
The ways through which performance criteria and technical knowledge could be enhanced to meet hotel F&B service standards
Standardised training as well as cognitive apprenticeship can help hospitality companies to gain real-world technical knowledge. Furthermore, performance monitoring, guest feedback and clear standards can also help in boosting the performance criteria to achieve the required F&B service standards (Perez and Apritado, 2022). 
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Within this learning log, I have reflected on my experience and understood my strengths as well as weaknesses. I have also highlighted my experience to reflect my previous understanding. Along with that, this log has discussed the comparison between my level 4 and my experiences. Lastly, an improvement plan for the area in the F&B operation has also been highlighted here. 
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