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1.0 Introduction
This reflective report will critically evaluate my personal and professional development during a 10-week, Level 6 placement in the Front Office department of the Ashford International Hotel and Spa. This placement provided comprehensive, hands-on experience within a fast-paced administrative department, allowing me to build upon the foundational knowledge gained during my Level 4 studies. Working alongside the reception team, particularly my colleague Kayleigh, I was immersed in the hotel's operational, managerial, and customer service standards, which prioritise service recovery and guest personalisation.

The purpose of this log is to move beyond mere description and to critically reflect on my learning journey. As required by the assignment brief, this report will make direct links between my Level 4 placement experiences, my current Level 6 placement, and relevant academic frameworks. To provide a clear and structured analysis, this reflection will utilise Gibbs' (1988) Reflective Cycle. This model has been chosen for its comprehensive stages (Description, Feelings, Evaluation, Analysis, Conclusion, Action Plan), which provide a robust framework for deconstructing specific experiences and extracting meaningful learning, demonstrating how I have developed not just practical skills but a deeper professional judgment.

2.0 Main Body: Reflective Analysis
The primary objective of this Level 6 placement was to bridge the gap between the theoretical knowledge of my Level 4 studies and the dynamic reality of a high-standard hotel operation. My Level 4 reflective journal (Simion, 2024) identified several key areas for development. While I had foundational strengths in "problem-solving" and "multitasking" (Simion, 2024, p. 3), I also identified significant weaknesses, specifically a lack of confidence in my "knowledge of hotel systems" and 'time management skills," which often left me feeling "overwhelmed" during peak times (Simion, 2024, p. 2). The following reflections analyse two specific scenarios from my Level 6 placement that directly tested my development in these areas.

2.1 Scenario 1: The Service Recovery Challenge
Description (What happened?) During a mid-afternoon shift (8:30–16:30), a guest approached the desk looking visibly annoyed. He stated that his room was "freezing cold" and that the heating unit was non-responsive. This was a clear service failure and a direct test of my ability to handle complaints.

Feelings (What were your feelings?) In my Level 4 placement, this direct confrontation would have triggered nervousness and uncertainty (Simion, 2024). I would have likely deferred to a manager. However, at Ashford, while I felt the pressure to resolve the issue quickly, I also felt a sense of preparedness and empowerment. I was aware of the hotel's ethos—that a guest's problem is an opportunity to secure their loyalty—and I felt responsible for owning the situation from start to finish.

Evaluation (What was good and bad about the experience?) The 'bad' aspect was evident: a guest was having a negative experience due to a maintenance failure. The 'good' was my response. Guided by Kayleigh's example of calm professionalism, I did not become flustered. I managed to control the interaction, make the guest feel heard, and deploy a solution efficiently.

Analysis (What sense can you make of the situation?) This scenario was a significant milestone in my professional development. My Level 4 module, Hospitality and Guest Services Management (University of Wales Trinity Saint David, 2025), had introduced me to the theoretical concepts of guest expectations and the service-quality gap identified by Parasuraman et al. (1985). At Level 4, I understood the theory; at Level 6, I applied it.

Instead of just a simple apology, I instinctively applied a service recovery framework like the LEARN model (Cook, 2010).

L (Listen): I gave the guest my full attention and let him finish without interruption.

E (Empathize): I used his name and validated his frustration, stating, "Mr. Smith, I completely understand; it is unacceptable for your room to be cold."

A (Apologize): I offered a sincere, direct apology on behalf of the hotel.

R (React): This is where my L4 weakness was transformed. I confidently used the Property Management System (PMS) to check the room's maintenance history while simultaneously logging a high-priority job for engineering. I then immediately found a new room in a different block and, before offering it, I personally called housekeeping to verify it was warm and ready.

N (Notify): I notified Kayleigh of the room move and the maintenance issue, ensuring the faulty room was taken 'out of order' in the system, preventing another guest from experiencing the same issue.

This decisive action, rooted in the hotel's culture of valuing a guest's long-term business at "£50,000," demonstrated a clear progression from my L4 tentativeness. This aligns with foundational service theory, which argues that a well-executed recovery can, in some cases, create a more loyal guest than if no failure had occurred at all (Hart et al., 1990).

2.2 Scenario 2: Time Management and Systems Fluency Under Pressure
Description (What happened?) At approximately 10:30 am on a weekday, a queue began to form at the check-out desk. The guest I was serving began to dispute a £40 charge on his bill, claiming he had not used the spa. The situation combined my two Level 4 weaknesses: time management under pressure and complex system navigation.

Feelings (What were your feelings?) This was the exact situation that would have caused me to feel "overwhelmed" at my Level 4 placement (Simion, 2024). This time, however, I felt focused. I was conscious of the other guests, but I knew my primary duty was to the guest in front of me. I felt a methodical drive to solve the problem rather than a sense of panic.

Evaluation (What was good and bad about the experience?) The 'bad' was the billing error itself, which created the bottleneck. The 'good' was my ability to manage two things at once: the guest's query and the perception of the queue. My response was efficient, accurate, and aligned with the hotel's service standards.

Analysis (What sense can you make of the situation?) This event proved my development in procedural competence. My L4 module, Hotel Administration & Front Office Operations (BMIH4004) (Simion, 2024), provided the textbook knowledge of a PMS and a Point of Sale (POS) system. My Level 6 placement provided the fluency. Modern front office operations are defined by this integration of 'high-tech' systems with 'high-touch' personal service (Walker, 2021).

While applying the hotel standard of "always smile," I made brief, reassuring eye contact with the next guest to non-verbally communicate, "I will be with you shortly." This refined my L4 "multitasking" strength (Simion, 2024) into a more professional crowd-management skill.

I confidently navigated the PMS, cross-referenced the charge with the spa's POS terminal, and retrieved the digitally signed check in under a minute. It was a simple posting error. I explained this clearly, removed the charge, and completed the check-out. I even had time to ask about his journey and use the hotel's sustainability initiative as a talking point: "Did you enjoy using our new wooden key cards?" This turned a moment of friction into a positive final interaction. I had successfully managed the guest, the technology, and the queue, demonstrating a complete turnaround from my L4 weaknesses.

3.0 Conclusion and Development Plan
This critical reflection confirms that my Level 6 placement at Ashford International Hotel was a transformative experience. By applying the Gibbs (1988) model, I have analysed how I moved from a place of theoretical understanding and procedural nervousness in Level 4 to one of practical confidence and professional judgment in Level 6. The two scenarios demonstrate tangible growth in my previously identified weaknesses: 'hotel systems' and 'time management' (Simion, 2024). I proved my ability to handle complex service recovery (Scenario 1) and manage pressure at peak times (Scenario 2) by integrating academic models like LEARN (Cook, 2010) with the hotel's high-pressure, guest-centric culture.

However, true reflection also identifies future challenges. While my confidence with the PMS has grown, my next step is to achieve system mastery rather than just fluency. My development plan, therefore, focuses on deepening this operational knowledge.

Development Goal 1: To gain a strategic understanding of yield and revenue management, moving beyond simple room rates to understand the complex levers of pricing and inventory control (Tranter et al., 2008), by actively seeking to shadow the revenue or reservations manager for two shifts before the end of my studies.

Development Goal 2: To deepen my systems knowledge by requesting training on the Night Audit process, which aligns with my L4 goal of gaining "a holistic understanding of hotel operations" (Simion, 2024, p. 5). This will provide a 24-hour perspective on front office administration.
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