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[bookmark: _Toc213723529]1. Introduction 
Novotel Birmingham Airport Hotel internship is a golden chance to acquire an invaluable experience in the hospitality industry through administrative role in the hotel operating in a highly dynamic setting. The area of placement would be the Front Office department where I would be engaged in the handling of guest services, reservations and reception. This is a practical experience that could be used to acquire the necessary managerial and operational competencies that would be pivotal to a future hospitality management role. The positive environment created by both the fellow employees and my supervisors has helped me to improve my communication, teamwork and problem solving skills. This assignment will therefore critically evaluate the process of growing professionally in the framework of the Gibbs reflective model as it was implemented in the context of the internship, and will identify how the theory previously presented in other studies correlates with my practical experience at Novotel Birmingham Airport Hotel. This reflection is introduced to prove that there is a combination of the academic learning and the practical hotel administration skills.
[bookmark: _Toc213723530]2. Main Body
[bookmark: _Toc213723531]Description
It was placed in Novotel Birmingham Airport Hotel, a 4-star Accor establishment at the position that is just a few steps away to the airport terminal and features 195 soundproofed rooms as well as an eco-certified profile, which influenced client expectations of speed, convenient, and consistency. Based on Level 4 experience in the operation of the front office and hospitality information systems, Level 6 position involved the reception, reservation and liaison with revenue and housekeeping departments as inflow and outflow of guests surged in and out of the venue with early flights and event visiting to the NEC (Bardi, 2010). Two defining situations summarized professional development, two times at the 06:30 hour when departures are rush and a customer complains about their overbooking, and twice helping roll out and on-board the employees to a new reservations system consistent with the property and distribution channels.
[bookmark: _Toc213723532]Feelings
The initial response to the overbooking incident was an anxiety spurt on the anticipation of upsetting a client with the Platinum-tier level before being allowed to take off on an international flight accompanied by fear over short supply and time constrained situation at the terminal adjacent to the location. Contrarily, the type of reservation workflow project evoked misgivings—enthusiasm over enhancing speed and accuracy, but concern over team adjustment and vulnerability of making mistakes during peak periods, commonly associated with an airport hotel.​
Scenario 
One of the pre-paid guests came to the hotel after being over-sold by a single room category system due to a last minute group extension and housekeeping not releasing rooms on time, which led to a heated conversation at the checkin desk a few minutes before checkin closed to get an early flight. Applying a hectic, understanding style based on Goleman emotional intelligence, particularly, self-regulation and interpersonal skills, the discussion was restructured and redefined based on short-term solutions and comfort instead of system failure (Goleman, 1998). The service recovery involved replacing with alternative availability, provision of a free day use room to take a shower and repack, dining voucher to a restaurant on the site and reservation of a guaranteed room to return leg with late cheque out time- this was to go the extra mile to the extent of the service recovery paradox. The resolution fit the priorities of SERVQUAL, including the focus on responsiveness, assurance, and empathy, and the documentation of the failure and recovery to facilitate the internal learning.
Learnings from Scenario 
Front Office Operations, Level 4 training provided the foundations which enabled de-escalation scripting, awareness of rate authority, and coordination between departments which enabled preventing time pressure big credible offers. The implementation of SERVQUAL helped to identify the dimensions of quality that should be considered most in a crisis: the feeling of assurance in a form of confident communication, the responsiveness regarding its immediate response, and the necessity to prove stress legitimacy in front of a flight (Parasuraman et al., 1988). The service recovery paradox was introduced to identify the aspects of recovery that deliberately overshot the expectations in order to gain trust and these aspects were particularly useful in executing one-off failures at a high throughput airport environment.
[bookmark: _Toc213723533]Evaluation
The recovery in complaints had been successful: the guest left the premises later, made a positive remark on employee understanding, and substantiated the upgrade on a return-stay, which demonstrates that the recovery can bring the level of satisfaction to the next stage when it is conducted as quickly and generously as possible. The reservations workflow pilot minimised error and the average cheque-in time in the early shifts, and the pilot became champions of subsequent huddles, which is an indicator of sustainability towards complete adoption (Barua and Kaiser, 2025). However, the two situations revealed weaknesses: discipline of inventory release and confidence of staff in new procedures, which involved systematic solutions both in the form of coaching and heroism.
[bookmark: _Toc213723534]Analysis
The Reflective Cycle by Gibbs explains how the initial unprocessed events and feelings can be transformed into evidence-driven conclusions and a set of precise and measurable action plans that can lead to changes in future practise (Ocampo et al., 2025). In the scenario, SERVQUAL offered the lenses of giving the interventions that are most significant in distress responsiveness and assurance a priority, as well as emotional intelligence abilities to de-escalate without defensiveness (Rogers, 2003). The hotel setting increased the intensity of interest in speed, accuracy and noise management and added to the fact that the reliability of the processes is not only functional at this establishment: it is one of the values propositions of the guest in this hotel.
Challenges faced and skills developed
The main aspects of this issue were balancing live inventory when the housekeeping was delayed, keeping the flow of information open and being composed when the guests were pressed with time and were worried about the flight. The essential skills that were enhanced were that of resolving conflicts, coordinating across departments, data hygiene within the PMS and coaching colleagues on workflow change using short and practical job aids. The emotional intelligence skills, including the self-control during stress and ability to deal with people and establish trust and communicate effectively at the desk became key to confidence and problem-solving in the workplace.​
[bookmark: _Toc213723535]Conclusion
Such situations put an end to Level 4 task execution and Level 6 supervisory thinking balancing the needs of guests and operation realities as well as influence and coach team behaviour are Level 5 and Level 6 respectively. By combining Gibbs reflection with SERVQUAL, EI, and Diffusion of Innovations, the incidents were turned into the organised learning, the measurable changes, and the increased service reliability (Johnston et al., 2012). The educational path is in conformity with the objective of the module to acquire administrative and supervisory skill at reception, revenue interfaces and guest communications.
[bookmark: _Toc213723536]Action plan
First, normalize a micro-playbook to deal with itself when the playbook is oversold: pre-authorized recovery levers, set housekeep release gates, speedy activation tree to prevent it to become responsive and assuring under time pressure. Second, incorporate the workflow of reservations using brief peer exercises, dash-boarding of trend results on the basis of handling-time and error rates as well as planned refreshers in accordance with the arc of knowledge-to-confirm of Rogers. Third, keep practising EI through huddles reflection and role-plays in order to normalise calm and compassionate responses within the airport setting which is completely time-sensitive.
[bookmark: _Toc213723537]3. Conclusion and Development Plan
In my internship with Novotel Birmingham Airport Hotel, I acquired essential competencies in guest relations, problem-solving, and teamwork, which expanded on my Level 4 basis considerably. Solving an overbooking complaint has helped me gain more emotional intelligence and service recovery skills, and implementing a new reservations workflow has assisted in developing more technical skills and change management skills. These experiences revealed how to put to practise the academic theories, including SERVQUAL and Diffusion of Innovations developed by Rogers, repeating my perception of quality service delivery and adoption of innovation. In the future, I would like to further my understanding of the revenue management systems so as to make a higher contribution to the hotel profitability. I will also practise my conflict resolution skills by taking specific training and be able to face complex cases with guests. These development objectives will help me fulfil the goal of taking up managerial positions in hotel operations, in which I can be able to lead teams and create unique experiences to guests in a busy, dynamic hospitality setting.
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