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Introduction
Holiday Inn Sunderland is my current Level 6 placement. The hotel offered me the opportunity to obtain further understanding on hotel administration through the Front Office department as receptionist. On this specific department i had the opportunity to interact with customers and observe the number of accommodations that the hotel offers and assist to check in and check out procedures and respond to customer enquiries through the phone and emails being assisted by the other professional members of the reception team. Although i was unable to retain many of the staff names i can confirm that i collaborate closely with Joana from the housekeeping department and Paddy the Operational Manager, who helped me and supported me in my placement journey at Holiday Inn. Front office helped me to test my abilities in customer service and communication. To reflect on my placement development i will use Gibbs Reflective Model (Ahmadpour, Shariati and Moghadam, 2025) that has six stages: “description, feelings, evaluation, analysis, conclusion, action plan” (Ahmadpour, Shariati and Moghadam, 2025). To apply Gibbs Reflective Model i will use different scenarios that will apply to current placement and will be compared to my Level 4 hotel placement at Premier Inn Sunderland where i had the opportunity to refine my skills in providing attention to detail, health and safety problems and understanding the importance of time management as at the time i need to improve in using my time management. Furthermore, i will apply my knowledge of known learned theories including Maslow’s Hierarchy of Needs. The purpose of the following assessment is to demonstrate how the cumulated knowledge will target my future career goals.
Gibbs Reflective Model
Description
As mostly of the hospitality industry businesses have higher number of customers through the weekend (Kitchen, 2024), for Holiday Inn Sunderland (2025), is different, as the hotel is not far from football stadium, they can get an increased number of guests unexpectedly if there is a football match and some of the customers do not have a pre-booked room. On a Wednesday afternoon, being on reception, we expected a lower number of check ins, however in short time the reception was full of guests waiting to check in and the queue was immense. Although the customers saw that we are doing our best to speed the check in processes i felt how the pressure is taken off our shoulders from Joana the housekeeping Supervisor who was constantly providing the room occupancy levels from her end and Paddy the Operational Manager who coordinated all the operations, including continuous  guest communication that reduced the frustration levels of customers waiting. On another shift, i was appointed to be a member of Front of House, however, on breakfast time, while cleaning tables i heard the phone from reception ringing and i could not see no one around to respond. As i already had experience in reception i responded professionally to the phone call and the customer from one of the rooms was complaining about the missing towel from his bathroom. I apologised for the inconvenience, i requested his room number and i assured the customer that this problem will be immediately resolved. I contacted Joana from housekeeping explained the situation and she provided new towels set for the customer. Meanwhile, Paddy was informed about the situation, and customer had a complimentary room-service free breakfast. I could see a proper communication between departments and the level of empathy they have when a customer is unhappy.
Feelings
The adrenaline level and the emotions i experienced during the shifts was amazing as i had the opportunity to test my speed limits and to see my capabilities of working in a fast-paced environment. I felt more confident and motivated in both cases to demonstrate my professionalism and i can now see the difference between my Level four where i was stressed and despite my ability to remain calm i did not have the level of confidence i gained in level six. Furthermore, i feel that my time management has improved compared to level four and this can be seen from the confidence i had to respond the phone call, communicate with front of house team and resolve the complaint together with other departments. 
Evaluation
Positive 
From the scenarios presented, i managed to be more efficient, to prioritize tasks, to adapt and understand the importance of open communication and teamwork while being in high-pressure situations. From the complaint scenario, the negative experience turned into a positive one and customer satisfaction level was increased. As per hotel’s efficiency this has demonstrated the effectiveness of training in complaint procedures and commitment. 
Negative
Minor guest frustration that is been diminished by Paddy and Joana in both scenarios and minor errors of staff forgetting to place towels in guest room.
Analysis
On my first placement at Premier Inn (2025), i learned how to control levels of stress especially on busy times though large check ins and breakfast. Being patient, increasing my attention to details and check health and safety procedures, cleaning procedures and decision-making processes that where highly valuable when i applied my gained knowledge to current placement. Although both hotels are focused on customer satisfaction, Holiday Inn is diverse and more challenging, while Premier Inn helped me develop skills related to customer service and problem-solving situations.
Management & Organisational Behaviour Module in particular, helped me in both scenarios to understand the importance of effective communication and manging guest complaints and requests reinforcing the importance of maintaining high levels of satisfaction through staff and guest service.
Maslow’s Hierarchy of Needs is an effective framework to understand levels of guest’s satisfaction and motivation (Pichere and Cadiat, 2015). Considering both examples provided, the primary need was in fulfilling safety and physiological needs as customers needed accommodation and efficient service for their needs. I believe that i participated in obtaining a higher level of the hierarchy as they felt welcoming and their need had a resolution increasing their level of satisfaction. Management team showed a high level of service quality on operational and problem-solving efficiency.
Challenges
The ability to manage unexpected high volume of customers with limited staff, to maintain accuracy in high-pressure situations, to handle complaints with a speedy resolution.
Skills Obtained
I improved my decision-making abilities and i have an increased active listening skill. I am more confident in using hotel software, gained experience in property management and increased adaptability.
Conclusion
After reflecting on my placement experience, i have gained a wider understanding of the hotel administration role and i am more prepared to confront high-pressure situations. Using Gibbs reflective model i managed to integrate the importance of open communication and guest satisfaction through high quality service from Management &Organisational Behaviour Module. Applying Maslow’s Hierarchy of Needs has created a detailed and depeer understanding of guest satisfaction levels. The continuous support from Joana and Paddy made me understand the importance of teamwork and leading by example meaning.
Action Plan
	Development
	Action
	Measurement
	Timeline

	Customer Service
	Looking for further workplaces where managers lead by example using different techniques and leadership models
	Documenting my gained experiences and reflection using Gibbs Model
	Up to 12 months

	Efficiency Level in Tech
	To assist on different workshops that will enhance my knowledge on different types of software for a faster result
	Being successful in tech exercises that will decrease time wait on future jobs opportunities / gained skill
	Up to 6 months

	Problem- solving
	To obtain a future job in a fast-paced environment where i can learn and progress my abilities as a problem-solving worker
	Positive feedback from future team and guests, career progression
	Up to 24 months
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