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[bookmark: _Toc213156047]Introduction 
The placement has taken place in the Park Plaza Cardiff, where I focused on the development of the practical skills in the C&B (Corporate and Banqueting Support) department. I also gained the valuable experience in the service of Human Resources (HR) department. In the C&B department, the team members are George (Manager), Ethan (Supervisor), Cory who have supported my abilities during the placement. Additionally, I have also collaborated with the HR Manager, Karen, and Assistant HR Manager, Emma, who have provided me appropriate strategic and operational aspects for the management services in the hotel environment. The reflective report applies Gibbs’ Reflective Cycle. The model allows structuring the Level 4 placement. The learning helps analysing the personal and professional development in the hotel industry (Wood, 2013). Therefore, the reflection explores previous experiences in the front office reception at Hotel Mercure North Cardiff with a different role to increase the skills and understanding. Susanto et al. (2022) stated that the learning allows demonstration towards growth and achievement of theoretical knowledge in hotel management practices.
[bookmark: _Toc213156048]Evaluation of Level 4 Placement Experience
The Level 4 placement at Hotel Mercure North Cardiff has provided me the foundational experience in managing frontline office. The department applies several hospitality skills such as effective communication, managing guests, and operational duties based on the check-in and check-out processes (Rossidis et al., 2021). The management is also responsible for implicating problem-solving skills on real-time situations. The hospitality management systems allowed me to handle bookings, allocation of the room keys, and coordination with the hotel departments like maintenance and housekeeping. I found that check-in process in a busy shift is demanding. I found myself initially anxious as gaining limited experience, where I remained calm during the training for maintaining guest satisfaction, however, I successfully coordinated with colleagues to manage the process swiftly. The experience has provided the importance of frontline roles where the guest perceptions are shaped in deliberate manner (Vallen and Valen, 2014). Additionally, the role has increased customer satisfaction, while emphasising on the value of the effective services while building efficiency in the guest relationships. Therefore, the placement of level 4 has laid a stronger professional foundation for me to reduce the complexities associated with the definite hospitality roles at Level 6.
[bookmark: _Toc213156049]Evaluation of Level 6 Placement Experience
During the Level 6 placement, there are two significant scenarios which are marked effective for the professional development in the hotel services. The analysis is provided through Gibbs’ Reflective Cycle as:
[image: Gibbs Reflective Cycle]
Figure 1: Gibb's Reflective Framework
Source: (Nurlatifah et al., 2023)
[bookmark: _Toc213156050]Scenario 1: Working in the C&B Department
Description: During the placement, I have actively participated in event catering services at the Park Plaza Cardiff. I was assisting C&B manager, George and supervisor, Ethan with their team. I was responsible to coordinating the setup, support efficiency in the service delivery, and provide smoother guest experiences in the events.
Feelings: In the start, I felt a bit challenged while adapting logistical and back-of-house process in the nature of C&B operations. Hagg (2013) elaborated that there are different operations as compared to the frontline reception services.
Evaluation: The experience has provided positive measures. I was engaged in managing teamwork and had to learn about the operational management and efficiency in customer service. I have practiced different levels of catering procedures. Fency (2019) presented that the learning broadens the perspective on hospitality apart from the guest-facing activities.
Analysis: I used effective communication and problem-solving skills from the learning of Level 4 in reception where I was engaged with team members. I found myself under pressure to resolve the emerging issues between customers and workers. The demonstration of the skill transfer is helpful to gain utmost knowledge in the hospitality practices.
Conclusion: The scenario has increased my awareness based on the operations management. I have created seamless management for the guest experiences and provided efficiency in the HR functions which have developed effective service delivery by the support of the staff behind the services.
Action Plan: For improvement in future, I will focus more on enhancing my understanding based on cross-departmental coordination and will learn more about the operational linkages for driving customer satisfaction.
[bookmark: _Toc213156051]Scenario 2: Working in the HR Department
Description: I worked with HR Manager, Karen and Assistant HR Manager, Emma to gain efficient knowledge on the recruitment processes, training abilities, and staff welfare processes in the hotel industry.
Feelings: I experienced efficiency and motivation for describing the strategic human capital management that support from the service excellence.
Evaluation: The experience delivered efficiency in the perspectives on applying HR strategies directly to influence employee performance, overall morale, and management of guest experiences.
Analysis: I reconnected the practical exposure to the experience of Level 4 and 5 with the motivation frameworks like Maslow’s hierarchy of needs and Herzberg’s two-factor theory. It offers understanding of the impact on workforce engagement and overall productivity (Aset, 2017).
Conclusion: I recognized management of HR towards service quality and management of team dynamics to foster the environment towards guests’ satisfaction and efficient performance.
Action Plan: In future, I will maintain the foundation of skills based on practical HR skills and efficient learning for the managerial capabilities in the hospitality landscape.
[bookmark: _Toc213156052]The Use of Theoretical Frameworks
The learning from the Operations and Service Management module at Level 4, there is a foundational knowledge based on the logistics and guest interactions. It impacts directly on the informed decisions of the departments. There is an interconnected system to deliver a definite guest experience (Cao et al., 2023). Therefore, at Level 6, for increasing the insights towards recruitment, motivational aspects, and team leadership in the hotel industry, it seems essential to implicate motivational theories such as Herzberg’s Two-Factor Theory. The theory allows connecting the employee satisfaction and workplace motivation to gain effective success (Alreahi et al., 2022). The use of Herzberg’s theory will allow me to learn differences in between the hygiene factors and motivators which are applied in the HR practices to influence job satisfaction and overall staff performances. Therefore, the module offers the importance of operational efficiency, effective coordination, and effective communication in all the functions. In the placement time, I observed that there are different concepts used for the management of services and consideration of the complexities in the management policies. I learnt that the event catering logistics and front desk responsibilities are effective for reinforcing the smoother and successful operational flow in the management processes. I discovered that the stronger guest interaction contributes to develop effective level of satisfaction. 
[bookmark: _Toc213156053]Conclusion 
It has been concluded that the Level 6 placement has offered significant contribution to my personal and professional skills with the expansion in my understanding of the front office operations towards broader perspective of C&B and HR services. The experience has provided knowledge to the interconnected nature based on different hotel departments with effective coordination of the operational and HR skills. It improves fostering overall guest interactions.  Therefore, I found that HR knowledge and leadership skills will support and motivate me in the hospitality services in future. Additionally, I also plan to further enhance my skills in cross-departmental services to ensure efficiency in the service delivery. My development goals will be based on advancement of HR courses from the Chartered Institute of Personnel and Development (CIPD) while considering the future placements in the operational and HR practices. The goals will be helpful for providing the versatile and effective hospitality features in achieving effective team building and development.
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