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[bookmark: _Toc212404252]1. Introduction 
I was assigned to the 6th level at the Best Western Abbots Barton Hotel, which is a historic 3-star hotel located in Canterbury. I worked in the Food and Beverage (F&B) Department, where I helped with the evening cuisine and breakfast activities. The guest service, table setup, communication with the kitchen and customer response were my major areas of interest. I have worked with my supervisor, Mr Daniel Clarke, F&B Manager, and other staff, including Sophie Turner and James Patel, who was of great help to me in mentoring me and improving my knowledge of hospitality operation.
This reflective log relies on Gibbs' Reflective Cycle (1988), which emphasisesthe critical analysis of my learning and professional development. The Gibbs model provides the systematic reflection model that allows one to reflect systematically through six steps, including Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan, to learn more of what they have practised (ASET, 2017). 
[bookmark: _Toc212404253]2. Main Body (Reflective Discussion) – Gibbs Reflective Cycle application
[bookmark: _Toc212404254]2.1 Description 
There were two key events that defined my learning experience.
Incident 1: One of the guests griped about the poor service at dinnertimewhen the restaurant was busy on a particular day. I was to manage the situation through apologising, communicating with the kitchen and offering a free drink.
Incident 2: The staff shortage was experienced during the time of the breakfast service, and this strained the floor. This involved me tending to a number of tables, and I had to make sure that the quality of service offered was up to the mark and that I was also meant to be a professional.
[bookmark: _Toc212404255]2.2 Feelings 
The initial incident was when I was nervous and defensive when the guest raised an issue since I feared that it would reflect me negatively in my job. However, I did not forget about the techniques of customer recovery, which were discussed in Customer Experience in Hospitality (Wood, 2013). In the second instance, there was a lot of job load, but I was also urged to be flexible. These emotions were significant, as they demonstrated that I should improve when it comes to emotional control and self-confidence under pressure. Over time, I was calmer and more receptive, which is associated with the concept of emotional intelligence and, in particular, self-awareness and self-regulation advanced by Goleman (1998), which become the key factors of the ability to maintain the quality of service under pressure.
[bookmark: _Toc212404256]2.3 Evaluation 
The two experiences were educative. It was not an easy first episode, but a positive one because I was able to handle the complaint made by the guest by being sympathetic to the complaints, which resulted in an appreciation and not a dissatisfaction. The second accident demonstrated the importance of time management and cooperation whereby teamwork among employees was paramount in an attempt to realise efficiency.
This Level 6 experience helped to make me more responsible and a leader since I was equipped with knowledge of certain basic operational procedures as a result of the Level 4 placement. The module service Operations Management and Customer Experience at Hospitality gave me a theoretical knowledge of the value of service processes and customer satisfaction convergence (Vallen and Vallen, 2014). I could handle the situations, but I could recognise some areas where I was weak since I could not anticipate the challenges in the operations and actively communicate with the supervisors. 
[bookmark: _Toc212404257]2.4 Analysis 
Through the Experiential Learning Cycle (1984) created by Kolb, my experiences went through all four stages, which are Concrete Experience (managing incidents), Reflective Observation (thinking about the outcomes), Abstract Conceptualisation (connecting to theory), and Active Experimentation (modifying behaviour). It was a loop that enhanced my capabilities in applying theoretical knowledge into practice so as to enable continuous improvement (Hagg, 2013).
The former case would have been impossible without the use of SERVQUAL (Parasuraman et al., 1988), and I was able to understand how the perceived service discrepancies affected customer satisfaction. Service delay was also an indicator of a gap in responsiveness of service, which is one of the five dimensions of SERVQUAL. The service recovery skills were also applied by me since, although the customer was in a position to trust me again, I also admitted the fault and refunded the guest. This reflective thinking process aligns with the concepts of Wood (2013), according to which hospitality practitioners have to balance the predictability of operations and emotional intelligence with a perspective of meeting the demands of the guests.
The second example was of the way a demonstration of how leadership and teamwork were needed in the situation of operational pressures. According to Vallen and Vallen (2014), F&B management includes organisation, division of labour and communication. I observed that there was poor communication between servers and the kitchen staff, hence the reason behind the poor delivery of services. We later got effective when we began having regular short inspections at the start of each shift, which we referred to as a reflection as expressed by Schoen (1983).
In addition, the placement has allowed me to assess my progress between Level 4 and Level 6. At Level 4 I focused on instructional following; this was the stage whereby I was actively engaged in the process of problem solving, assisted junior staff and proposed ways of improving the operations further. 
[bookmark: _Toc212404258]2.5 Conclusion 
This reflection has made me understand that the two challenges contributed towards my personal and professional growth. The complaint management experience gave me more emotional intelligence and conflict management, but the staff shortage management enabled me to be more flexible and a better leader. I also better realised the service quality templates and the alignment of the process of operation to the expectations of the guests.
Comparing this to my Level 4 experience, though, I have attained the confidence, communication skills and problem-solving abilities to a considerable extent. The reflection process has helped me to find out how I can apply theoretical knowledge, particularly service management and emotional intelligence, to make decisions in the real world. Wood (2013) says that reflection will make hospitality practitioners become critical thinkers capable of handling dynamic service environments.
[bookmark: _Toc212404259]2.6 Action Plan 
To avoid such cases, I would:
Grow my leadership and delegation skills by taking a training course in Hospitality Leadership and Team Management within a six-month time frame.
Make sure there is enhanced coordination by ensuring increased communication strategies through active listening and assertiveness of such communication strategies through practice during pre-shift briefing.
To be proactive, follow the flow of guests and the number of employees working to ensure that in case there is an issue in the operations, you know it beforehand rather than responding.
These measures are in compliance with the SMART goal system (ASET, 2017): they are Specific, Measurable, Achievable, Relevant, and Time-bound. Their use will assist me in meeting my goals of becoming an F&B supervisor in the future. Felce (2019) indicates that only through structured professional development can workplace learning become transformative, resulting in employability and lifelong learning.
[bookmark: _Toc212404260]3. Conclusion and Development Plan 
My Level 6 placement has demonstrated the clear direction of growth since Level 4. I have grown to be functional to handle things critically to lead when I am under pressure. My experiences assisted in confirming that theory and practice go hand in hand since I have been educated about the principles of service models, emotional intelligence, and experiential learning, which aided in my actions and decision-making.
I am looking forward to further development in two aspects in the future:
· Revenue and cost management: gaining more insight into budgeting and pricing mechanisms to improve the competence of managers.
· Employee control and motivation: enhancing my competencies in mentoring other individuals and establishing a positive working atmosphere.
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Use of Generative AI in Assessment
	Category
	Description
	Yes
	No

	RESEARCH
	For this assessment, you can use Generative AI to support you in research and data analysis
	☐
	☒

	STRUCTURE
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts and headings, etc.
	☐
	☒

	PROOFREADING
	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including getting suggestions to rephrase your work.
	☐
	☒

	WRITING
	For this assessment, you can use Generative AI to create text for submission.
	☐
	☒

	CREATIVE
	For this assessment, you can use Generative AI to create creative materials, such as images.
	☐
	☒

	PROGRAMMING
	For this assessment, you can use Generative AI to create and check code.
	☐
	☒

	NONE
	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading support and creative support.
	☒
	☐
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