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This reflective learning log explores my professional growth during my Level 6 placement at Leonardo Hotel East Midlands, a four-star business hotel serving both leisure and corporate travellers near the airport. I worked as a Receptionist in the Front Office Department, responsible for check-ins and check-outs, resolving guest issues, and maintaining high service standards. I collaborated closely with Jayde, who modelled professionalism and composure under pressure, and Sophia, who demonstrated warmth and humour in guest interactions. My manager, Nicole, provided supervisory feedback and encouraged self-reflection.
This log applies Gibbs’ Reflective Cycle (1988) to analyse two critical experiences: handling a guest complaint and managing a system failure during a busy check-in. The reflection connects these experiences with theoretical learning from Business Skills for the Hospitality Industry and Hospitality and Guest Service Management modules. It also draws on recent literature (2019–2025) regarding emotional labour, service quality, emotional intelligence, and reflective practice in hospitality (Machost et al., 2023; Chen, Huang and Chu, 2024; Perdomo-Verdecia et al., 2024).
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Scenario 1: Handling a Guest Complaint
Description
During my placement, a guest complained about a delayed check-in caused by overbooking and a slow property-management system. As I was still new, Jayde led the situation, calmly apologising and offering the guest a complimentary drink while the room was being prepared. I observed her tone, choice of words, and empathetic gestures throughout the exchange.
Feelings
Initially, I felt nervous and underprepared since I had not yet mastered the booking system. At the same time, I admired Jayde’s confidence and emotional control. Research indicates that early-stage hospitality employees often experience anxiety and low self-efficacy due to limited procedural familiarity (Xiong, Ye & Wang, 2023). However, I recognised that witnessing such professionalism was itself a form of experiential learning.
Evaluation
The positive aspect was how empathy and calmness resolved the guest’s frustration—key attributes within the service quality framework (Ayvaz-Çavdaroğlu, 2024). What went less well was my lack of participation. Studies show that service quality outcomes depend on staff empowerment and emotional assurance (Asgeirsson, Gudlaugsson & Jóhannesson, 2024). Without confidence in the system, I contributed little beyond observation, which limited my learning potential.
Analysis
The situation reflected emotional labour in practice—the regulation of feelings to meet organisational expectations (Jones, 2023). Jayde’s deep acting, rather than surface acting, allowed genuine empathy to emerge, enhancing service authenticity. Emotional labour remains central to modern hospitality, but when supported by emotional intelligence (EI), it can reduce burnout and improve satisfaction (Chen, Huang & Chu, 2024).
Through Business Skills for the Hospitality Industry, I previously studied interpersonal communication and active listening, but seeing them applied in a real context deepened my understanding. Reflective models like Gibbs support this process by converting experiences into professional insight (Ahmadpour et al., 2025). Moreover, my observation echoed experiential learning theory, where reflection follows concrete experience, leading to conceptual understanding and behavioural change (Dhollande et al., 2025).
Finally, the incident reinforced the link between employee well-being and customer satisfaction; a relationship confirmed in recent literature on hospitality employee happiness and guest loyalty (Saito et al., 2025). When staff feel supported and emotionally capable, their service delivery naturally improves.
Conclusion
From this event, I learned that professionalism requires both emotional awareness and technical skill. I realised that confidence with digital systems strengthens credibility and helps sustain emotional control.
Action Plan
To improve, I plan to:
1. Complete the advanced property-management-system (PMS) training to increase efficiency.
2. Practise empathetic communication using scenario-based exercises.
3. Request post-shift feedback from Jayde and Nicole to assess progress in complaint handling.
Scenario 2: System Failure During Busy Check-in
Description
During an evening rush, the hotel’s PMS crashed, creating long queues. Guests grew impatient, but Sophia managed the crowd with humour and reassurance, repeatedly updating them and maintaining a positive atmosphere while coordinating manually with IT and housekeeping.
Feelings
At first, I felt anxious, aware of guests’ frustration. However, observing Sophia’s composure inspired me to stay calm. Her behaviour exemplified emotional intelligence, recognising emotions and adjusting responses appropriately (de Oliveira, 2025).
Evaluation
Positively, our teamwork and transparency mitigated potential conflict. The negative aspect was the lack of contingency planning, which amplified delays. Recent evidence confirms that service failures can become opportunities if recovery is handled skilfully; a concept known as the Service Recovery Paradox (Lim, 2025). However, over-compensating or under-communicating can reduce trust (Edström et al., 2022).
Analysis
This event exemplified service recovery theory. According to Perdomo-Verdecia et al. (2024), customer satisfaction in hotels depends on combinations of assurance, responsiveness, and reliability rather than any single dimension. Sophia’s updates and humour addressed all three dimensions.
Moreover, my learning aligns with the Hospitality and Guest Service Management module, which emphasises adaptability under pressure. Reflection helped me realise that, unlike at Level 4, I now respond to challenges rather than freeze. This mirrors Schön’s (reflection-in-action) approach, where practitioners adjust spontaneously during events (Machost et al., 2023).
Additionally, Herzberg’s motivational model, revisited in hospitality research, distinguishes between hygiene factors (systems, pay, and conditions) and motivators (recognition and meaningful work). Reliable systems prevent dissatisfaction, while appreciation and supportive leadership enhance motivation (Lee et al., 2022; Al-Badarneh & Malkawi, 2025). Sophia’s interpersonal recognition of my small contributions motivated me to stay engaged despite technical setbacks.
Emotional intelligence also played a key role. Studies show that EI significantly improves guests’ perceptions after service recovery (Xu, Gursoy & Lau, 2022). By demonstrating optimism and empathy, Sophia maintained trust and diffused frustration—transforming a failure into a loyalty-building opportunity.
Conclusion
This experience strengthened my resilience, teamwork, and appreciation of EI’s value in crisis management. Effective communication and humour are not merely “soft skills” but strategic tools for recovery and guest retention.
Action Plan
To build on this:
1. Attend refresher training on manual check-in procedures.
2. Practise stress-management techniques (e.g., breathing and micro-pauses).
3. Review post-incident debriefs with Nicole to identify areas for operational improvement.
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Comparing both placements, I recognise substantial development. At Level 4 (Ibis Styles Birmingham), my role was largely observational; I focused on greeting guests and learning front-desk routines. At Level 6, I applied theoretical frameworks in unpredictable conditions, combining service quality, reflection, and emotional regulation.
This mirrors broader trends in hospitality research, highlighting reflective practice as key to transforming experience into professional competence (Machost et al., 2023). My ability to self-regulate under pressure improved alongside my communication fluency and teamwork. Furthermore, engaging with emotional labour consciously—rather than reactively—has allowed me to sustain motivation and composure, consistent with current findings on employee well-being and performance (Saito et al., 2025).
[bookmark: _Toc212035204] Conclusion and Development Plan 
This reflection confirmed that modern hospitality success requires more than technical expertise: it demands emotional intelligence, composure, and structured reflection. Using Gibbs’ model provided a logical framework to examine emotions, decisions, and outcomes, aligning with contemporary best practice in experiential learning (Ahmadpour et al., 2025).
In the short term, I plan to:
1. Master operational systems by completing PMS training and leading one mock check-in drill.
2. Enhance emotional regulation through mindfulness techniques and feedback journaling.
3. Support peers by sharing lessons learned in short team huddles, promoting a reflective culture.
These steps align with current recommendations that encourage reflective communities of practice to sustain employee well-being and consistent service excellence in hospitality (Saito et al., 2025).
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