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[bookmark: _Toc199265414][bookmark: _Toc200739037]Introduction
A variety of food and drinks is served at Holiday Inn Peterborough-West by IHG which is on Thorpe Wood, PE3 6SG. This hotel offers many ways to eat such as a restaurant, a bar and room service (Squaremeal, 2025). Meals, snacks and drinks are provided for guests throughout the day, so there is something for everyone. The main goal of the F&B operation is to offer top quality, smooth service and satisfy everyone enjoying the venue. Here, I gained great experience in hospitality work. I focused on improving my way of talking with co-workers and guests, becoming a stronger leader and learning how best to deal with customer problems. I followed these objectives as the foundation of my learning during the placement.

[bookmark: _Toc199265415][bookmark: _Toc200739038]Section 1: Role Reflection
[image: Gibbs' reflective cycle (Adapted from Gibbs, 1988).]
Figure 1 : Gibbs’ Réflective Cycle (Dutta, 2023).
[bookmark: _Toc199265416][bookmark: _Toc200739039]Description
While I was there, I worked in many areas such as office work, induction, reception, kitchen tasks, meetings and events. I learned about Bar, Food & Beverage, Conference & Events, Housekeeping, Front Desk and Reception functions. My regular role was receiving visitors for breakfast, answering phone calls and booking and modifying reservations. Allison, the assistant manager for F&B was very helpful helping me setting up the tables and dining area for breakfast and lunch, how to take the special orders for people with allergies. She also showed me how to do cutlery and how to polish properly the glasses, how to stock the wine, spirits and beer. I have learned how to take and run multi courses orders while we were busy, also how to track sales and inventory and how to cash out bar till at the end of the day. In addition, I noticed how supervisors formed their teams, handled guest questions and made quick decisions that kept everything in order. Sharing information each day and showing leadership helped work get done smoothly, as personnel had to adjust to unexpected problems (Vallen and Vallen, 2014).
[bookmark: _Toc199265417][bookmark: _Toc200739040]Feelings
It was challenging for me at the beginning to handle several tasks at once. Still, watching my supervisors keep cool helped me stay concentrated. I was very impressed by how confident, decisive and calm they were during the game. I looked forward to working on these things within myself. Occasionally, it became clear that supervision was stressful for some people, but they still maintained control. I realised that being a supervisor means having patience, strong communication skills and knowledge too (Johnston, Clark and Shulver, 2012).
[bookmark: _Toc199265418][bookmark: _Toc200739041]Evaluation
Once, a supervisor showed how to handle a booking problem skilfully. They comforted the guest with warm words and promptly corrected the mistake, so both the customer and the hotel had good feelings afterwards (O’fallon and Rutherford, 2010). Unlike the first supervisor, the other one could not handle a misunderstanding among employees, which made things more difficult for the team. These incidents showed that quick choices and effective communication make for successful supervision.
[bookmark: _Toc199265419][bookmark: _Toc200739042]Analysis
An effective supervisor distributes information clearly, deals with problems quickly and adjusts easily to different situations. They act as good examples for members of the reception team and push their colleagues to succeed through honest words of help and support. Problems should be solved quickly and fairly, and the team must be clear about their assignments. A flexible supervisor can handle sudden challenges easily (Forrester, 2022). I am capable of communication, but I want to grow my skills in dealing with pressure when making decisions. At times, being stressed can slow me down and make it harder for me to do things well.
[bookmark: _Toc199265420][bookmark: _Toc200739043]Conclusion
My time as a student has increased my respect for good management. Good leadership at events helps things go smoothly and keeps guests happy. I noticed that successful supervisors develop different types of skills. I aim to become better at making decisions and handling changes in the future. I still value good communication, and I am aiming to speak up more.
[bookmark: _Toc199265421][bookmark: _Toc200739044]Action Plan
I am going to enrol in programs that teach me about leadership and making choices, mainly those that cover handling pressure. Acting out roles in practice helps me handle real-life problems. I am also going to reach out to my colleagues regularly to learn where I can grow. Taking steps to manage stress helps me stay calm in troublesome situations. Furthermore, I will help with easier tasks at work to gain more confidence.
[bookmark: _Toc199265422][bookmark: _Toc200739045]Section 2: Development Journey
[bookmark: _Toc199265423]I find that there are many differences between my current placement and the Level 4 placement I had previously. At one time, I worked in a budget hotel where my duties were simpler, and I had fewer colleagues. Today, I am contributing to a more extensive organisation that welcomes more and more guests. More careful planning is necessary for both booking and giving guests access to the property. In this stage, agents work with many customer requests and connect multiple sections of the company. Working in the security industry requires faster action and a higher set of expectations than usual.
[bookmark: _Toc199265424]Anyone performing these roles must be particularly good at customer service. The responsibility of the hosts includes meeting guests warmly and efficiently managing all reservations (Walker, 2021). Being able to solve problems on the spot is important for both jobs, since it helps keep guests happy. Working here gives me leadership skills by watching supervisors work calmly and effectively during busy hours. That is different from my first role, as supervision was much less arranged and planned there.
[bookmark: _Toc199265425]While studying at Level 4 Food & Beverage Operations, I practised techniques that centred on cleanliness, security and quick and efficient ways to serve customers. I depend on these key skills in my current work as a receptionist, since keeping the service high is very important. In this course, I learned more about looking after the environment and how sustainability matters now more than ever in hospitality management. Today, I realise that sustainable practices help both the environment and the hotel business (Popșa, 2023). It helps me explain the hotel’s values to guests with ease.
[bookmark: _Toc199265426]In addition, the sustainable hospitality module considered the effects tourism has on society. This approach helps me realise how communities are affected by hospitality businesses. All these lessons and real-world work help me see the whole industry clearly and prepare me well for different hospitality roles.
[bookmark: _Toc199265427][bookmark: _Toc200739046]Section 3: Service Improvement Proposal
Improving the way, we address guest complaints is necessary at Holiday Inn Peterborough-West. Observations at our reception suggest that help for some complainants is not always given quickly enough. The team pointed out that handling complaints can often be delayed and that information
about them is sometimes unclear. Some people have been made to wait over thirty minutes for answers that are not always the same. Because of this, guests become unhappy, and the hotel’s reputation is damaged. Focusing on guest complaints can lead to better experiences for guests, more glowing reviews and inviting visitors to come back.
I decided to work in this area because I often saw complaints that were never fully heard. According to staff, there were no simple ways to address major complaints and not enough preparation for handling tense situations properly. Such gaps lessen a manager’s ability and confidence to manage problems. The hotel’s value for excellent service is reflected in the way complaints are handled, which also demonstrates best practices for hospitality firms (O’Halloran and Deale, 2023).
For improvement, three main steps are important. 
Firstly, organise regular training exercises centred on managing complaints. Training employees should concentrate on making them good listeners, more empathetic and able to handle tense situations. As a result of these programmes, employees feel more confident and interact better with guests.
Secondly, put in place rules in writing for addressing complaints and deciding when they must be passed to a higher authority. By following a standard, everyone provides equal and prompt service. Finally, incorporate a real-time digital complaint handling process. Thanks to digital tools, it is possible to track all complaints immediately and so address concerns more quickly. Employing technology for exceptional care helps improve both guest satisfaction and how smoothly things are run (Relay, 2024).

[bookmark: _Toc199265428][bookmark: _Toc200739047]Conclusion
In this report, I summarise my biggest learning experiences during the placement. Being involved in the experience made me much better in communication and leadership. Because of what I saw supervisors do, I discovered how to address complaints well and found aspects of my job that needed to be improved. I achieved my early goals and felt more secure helping guests. I also gained knowledge about managing hotel food and beverage services. The things I learned and practiced will be helpful in the hospitality field in the future.

I acknowledge the use of Grammarly (https://www.grammarly.com/) on 12 June 2025 to check my work using the prompt(s): 
1. Please check the following text for readability, grammar and syntax. 
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence. 
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