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The reflective learning log is a critical reflection of my professional and personal growth during a ten-week Level 6 placement experience at The Coldra Court Hotel, which is nearby the University of Wales Trinity Saint David in Swansea. My role as a Front Desk Officer included duties which were beyond the mundane administrative work, where my role was to coordinate operations between food service, communication with guests, and sustainability programmes. I was under the supervision of Mr. Mckenzie Johnston, my immediate supervisor, who gave me feedback and guidance on a daily basis which influenced my learning process.
This reflection has been structured based on what Gibbs refers to as the Reflective Cycle that facilitates learning by using six systematic steps that include description, feelings, evaluation, analysis, and conclusion and action plan. This framework enables experiential learning that helps in the convergence of theoretical learning and practical learning. Two modules learned earlier such as Food and Beverage Operations and Sustainability in the Hospitality Industry will be used to discuss how the academic theories helped to shape my behaviour. The aim is to show how my communication, leadership, and sustainability awareness competence has grown and how the growth will affect my further decision-making in the hospitality industry.
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Throughout the placement, I worked morning and evening shifts, thus gaining exposure to restaurant logistics, as well as front-of-house communication. There were two specific events that were influential in my professional development.
The initial incident was done in a corporate breakfast service whereby the coffee machine was faulty hence interrupting some of the table orders. I was assigned the task of handling the expectations of the guests, updating them, and working with bar employees to serve non-alcoholic beverages. Mr. Johnston guided me to remain calm and collected during the incident to remember that clarity of communication and a cool demeanour should be my priority when engaging with guests.
The second case was the introduction of the Green Menu, a sustainability programme of low-carbon, locally-grown meals. I was assigned with the role of explaining the initiative to guests and get feedback on behalf of the management. This assignment has involved the knowledge of products and arousing skills in communication.
The two incidents required quick thinking and adapting. The former focused on emotional management in stressful situations, whereas the latter prefigured knowledge of sustainability and belief in the ability to engage with the guest. These events supported the importance of balance between operational accuracy and interpersonal communication, hence connecting theoretical learning to the service contexts in the real world.
[bookmark: _Toc213692207]Feelings
Firstly, the coffee machine failure caused anxiety and stress because I was faced by impatient customers in a stressful atmosphere. However, when I recalled service recovery techniques learned at Food and Beverage Operations, I used positive body language, apologetic and confidence to retain trust of the guest. After the distribution of free juice, and frequent updates, I also noticed that the number of frustrated guests became less, and this made me more confident and less likely to be emotionally vulnerable. Mr. Johnston commended my professionalism and the calm handling which would help me use the empathetic communication in other crises in the future.
On the other hand, when the sustainability campaign happened, I felt excitement trying to bring my own environmental values close to professional goals. But when one of the guests asked about the carbon information supplied, I realised there was a gap in my knowledge. Although it was a little awkward at this moment, it pushed me to learn more about sustainability metrics.
Through the ability to recognise various types of emotions like enthusiasm and anxiety, as is proposed by Gibbs, self-awareness is created, an initial pillar to professional maturity and unstoppable growth.
[bookmark: _Toc213692208]Evaluation
The two experiences brought about positive experiences and lessons. The breakfast experience showed that teamwork and communication with the guests could help turn service failures into the trust-building moments. The management feedback ensured that the situation was managed professionally. This is in line with the work of Kim and So (2023), who argue that service recovery that is proactive and emotionally intelligent will increase the loyalty of guests better than mere compensation does.
The sustainability event was also constructive. The guests were pleased by the Green Menu, and the restaurant was praised concerning the number of positive feedbacks about their green attitude. However, I found that the staff training is needed in the areas of sustainability certification and transparency in sourcing. This finding echoes the statement of Velaoras et al. (2025), who clarify that an effective environmental communication relies on the knowledge of the employees regarding the certification practise. Mr. These gaps were then discussed by Johnston with me and this helped in the planning of a proposal of future sustainability briefings, a move that enhanced my leadership and initiative.
[bookmark: _Toc213692209]Analysis
The analytical stage provided by Gibbs allowed me to correlate my experiences in the placement with relevant theories. The case of the breakfast underscored the concepts of Service Recovery Management and SERVQ aspects especially reliability, and responsiveness. My compassionate and open communication conformed to Kim and So (2023), who state that financial rewards are not as effective as emotional appeal in recoveries. This situation enhanced my knowledge on proactive service management.
The sustainability campaign was directly associated with Sustainability in the Hospitality Industry and the recent research works like Shin et al. (2025) who insist on the inclusion of ESG (Environmental, Social, and Governance) as a strategic and not a promotional necessity. On the same note, Misik and Nagy (2025) noted that the guests have a more positive view of sustainability when they are convinced that it is well-integrated into operations and is described by informed employees. 
These results demonstrate why my communication was more effective in cases where I was confident to state the aim of the Green Menu and did not focus on its commercial attractiveness.
The mentorship model of Mr. Johnston was transformational leadership that is typified by support and empowerment. His reaction after the two incidences revealed the role of positive communication in fostering learning and motivation, which is an empirical demonstration of theories that Johnston and Clark (2020) put forward on the nature of service operations and the involvement of the staff in the process.
[bookmark: _Toc213692210]Conclusion
The reflection validates that professional development in hospitality requires emotional intelligence, theoretical foundation and flexibility. The internship helped me improve my problem-solving skills, confidence in communicating, and knowledge on sustainable food operations. In comparison to my Level 4 placement, I shifted my focus on the task performance to the proactive challenge management and exemplary leadership.
I have also realised that service management requires more than technical accuracy but also empathy and credibility. These experiences will inform my further decision-making as it will promote preventative thinking, lifelong learning, and sustainability leadership.
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	Plan
	Activities to Do
	Resources
	Timeframe
	Result

	Improve sustainability and product-knowledge competency
	Enrol in the FutureLearn micro-course ESG in Hospitality; work closely with the sustainability officer to learn the supplier data; create briefings on environmental practices among the staff members;
	Online learning resources; mentorship from sustainability officer.

	January–June 2026
	Increase their confidence and credibility in communicating the practices to the people around them.

	Develop leadership and mentoring skills
	Shadow restaurant manager on shift briefings; enroll in Team Leader Essentials; solicit feedback with Mr. Johnston
	HR training team; supervisor feedback
	March -September 2026
	

	Cultivate Operational and Analytical Competencies
	Engage with Practice POS and revenue tracking systems.
	Attend data analytics workshops, Staff in the IT department; finance mentor.
	Until 2026
	Improved accuracy in forecasting and evaluating performance.  


	Enhance Well-Being and Work-Life Balance
	Weekly reflective journaling; staff wellness sessions.
	Continuous HR support; personal planner.
	Ongoing
	Motivation, stress, and performance relative to the target remained consistent.
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