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This reflective learning log explores my personal and professional development during my Level 6 placement at the Ibis Hotel in Canning Town, building on prior experience from my Level 4 placement at the Marriott Marble Arch Hotel. I am particularly appreciative of Denise, the Front Office Manager, whose guidance and constructive feedback significantly enhanced my confidence in handling guest enquiries and making independent decisions. Similarly, Annamaria, the Front Office Team Leader, contributed to my professional development by mentoring me in effective communication and teamwork, strengthening my ability to perform competently and remain composed under pressure. Applying (Gibbs, 1988), I analyse key learning moments and link them to academic content and theoretical frameworks. This reflective process highlights my transition from a passive observer to an active, solution-oriented hospitality professional. The reflection also compares experiences across two hotel brands, integrating academic learning with practical industry experience, and demonstrates growth in leadership, customer service, and operational understanding.
During my placement at the Ibis Hotel, Canning Town, I completed a multi-departmental rotation focusing on front office, guest services, and food and beverage operations. The hotel caters to budget-conscious travellers and operates under Accor’s lean service model. My responsibilities included managing check-ins, handling guest complaints, and resolving system issues using Opera Cloud, while also supporting cross-department functions during periods of high occupancy.
One notable experience involved a major overbooking issue caused by a system glitch. I assisted in managing guest communications, coordinated with nearby hotels, and facilitated the transfer of some guests to alternative accommodations. This situation required quick thinking, effective communication, and resilience under pressure, and it provided a valuable learning opportunity in crisis management and guest relations.
During my placement at Ibis London Canning Town, I observed that the reception and front office team operated under an autocratic leadership style, which appeared to limit staff motivation and negatively impact the overall guest experience. Reflecting on this, I was able to apply theoretical knowledge from my Level 4 Hospitality and Guest Services for the Hotel Industry module, which emphasises the link between employee engagement, service delivery, and customer satisfaction. Additionally, insights from the Level 4 Hotel Administration and Front Office module deepened my understanding of how effective leadership, communication, and fair task allocation contribute to operational efficiency and positive team dynamics.
This experience contrasted with my earlier Level 4 placement at the Marriott Marble Arch, a 4-star premium property with stricter service protocols and clearly defined hierarchies. At Marriott, I primarily shadowed experienced staff, whereas at Ibis, I was required to exercise greater autonomy and problem-solving skills, allowing me to apply my learning more actively. These contrasting experiences reinforced my understanding that inclusive and empathetic leadership fosters collaboration, enhances staff morale, and directly improves guest satisfaction.
Overall, I recognised that leadership style not only guides daily operations but also shapes organisational culture and underpins long-term service excellence within the hospitality industry.
Reflective Analysis Using Gibbs' Cycle, the overbooking situation at Ibis placed me in a high-pressure environment where I had to actively manage guest frustration, problem-solve, and support the operations manager. Initially, I felt stressed and unsure of how to respond. However, I reminded myself of pervious training and used empathy and clear communication to reassure guests. The incident highlighted both gaps in my crisis management skills and my ability to stay calm under pressure. Feedback from my supervisor noted my problem-solving attitude and willingness to take responsibility. This incident aligns with service failure and recovery literature, particularly the importance of responsiveness and empathy (Kandampully, 2021). It also relates to emotional labour where hospitality staff must suppress stress to maintain professional interactions (Peccei, 2020). I noticed a strong need for cross-functional knowledge, as I had to liaise with both housekeeping and reservations team.
Compared to Mariott, where I would have escalated issues, Ibis required me to take initiative. This reinforced the concept of service quality and customer satisfaction (Chathoth, 2020), a to Hospitality and Guest Services for the Hotel Industry module.
From this, I learned that crisis situations require not just technical knowledge, but emotional control and confident communication. The experience helped me move from a support role to someone trusted to make a real decision. I aim to improve my conflict resolution skills and seek formal training in guest complaint handling. I will also explore further academic work on service recovery strategies and adaptive leadership.
Comparison with Level 4 Placement at Marriott Marble Arch, during my Level 4 placement at Marriott Marble Arch, I experienced a highly structured environment with a strong emphasis on delivering premium guest service. My learning primarily involved following established SOPs and observing experienced professionals, with limited direct guest interaction. Service issues were managed by senior staff, which provided a clear understanding of high-standard operational protocols but limited opportunities for independent decision-making.
In contrast, my Level 6 placement at Ibis Canning Town was considerably more operational and hands-on. I was afforded greater autonomy and was expected to respond proactively to challenges, requiring quick thinking and problem-solving. Additionally, I observed a flatter management structure that promoted collaboration and encouraged staff initiative. This contrast highlighted how different organizational structures and service models shape employee responsibilities, decision-making opportunities, and the development of practical skills in hospitality operations.
Professional Reflection at Marriott Marble Arch vs. Ibis Canning Town, during my Level 4 placement at Marriott Marble Arch, I encountered a highly structured environment emphasizing premium guest service. My responsibilities primarily involved following established Standard Operating Procedures (SOPs) and learning through observation, with limited direct interaction with guests. Service issues were mainly managed by senior staff, highlighting the significance of operational efficiency and clearly defined roles—concepts covered in the Hotel Administration and Front Office and Operating Hotel Facilities modules. This experience aligns with Mintzberg’s Managerial Roles framework, which classifies managerial functions into interpersonal, informational, and decisional categories. At Marriott, the centralized decision-making and defined responsibilities reflect the monitor and disseminator roles, where managers concentrate on information handling and maintaining operational control (Mintzberg, 1973).
In contrast, my Level 6 placement at Ibis Canning Town was far more practical and operational. I was given greater independence, requiring proactive problem-solving and immediate decision-making. The flatter management hierarchy encouraged teamwork and staff initiative, reflecting principles from the Hospitality and Guest Services for the Hotel Industry module, particularly employee empowerment and engagement. Allowing employees to make decisions can enhance motivation, commitment, and service quality by fostering a culture of trust and collaboration (Alegre, 2023).  This experience, compared to Marriott, illustrated how organizational structure and leadership style influence employee behaviour, operational effectiveness, and guest satisfaction.
Theoretical Frameworks & Personal Growth on my development over time can also be framed using Kolb’s Experiential Learning Cycle, which supports learning through doing, reflecting, and applying new knowledge (Kolb, 2020) . Each shift at Ibis offered a real-life scenario that deepened my understanding of guest service and teamwork.
I also became more aware of employee motivation theories, including Deci & Ryan’s Self-Determination Theory, (Deci, 1985) ,which was useful when supporting colleagues. I noticed that autonomy and recognition increased morale and performance—something I experienced myself as I was trusted with more responsibility.
These theories helped me become more self-aware, confident, and capable of contributing meaningfully to the team.

In Conclusion and Future Aspirations, reflecting on my placements at Marriott Marble Arch (Level 4) and Ibis Canning Town (Level 6), I have witnessed considerable growth in my competencies, confidence, and professional identity. I progressed from primarily observing structured, high-end service operations to actively engaging in dynamic, hands-on hospitality environments. The application of academic knowledge—from leadership and service excellence to marketing principles—was instrumental in informing my decisions and enhancing my practical performance. Looking ahead, I aspire to secure a management trainee role within a hotel group that values both innovation and outstanding guest experiences. I am committed to further developing my expertise through advanced training in guest experience strategy and operational leadership.
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