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Part 1: 
Introduction
This reflection explores my placement experience in the Hotel Administration and Front Office (HAFO) and Food & Beverage (F&B) departments, using Gibbs’ Reflective Cycle as a framework. During my placement, I was involved in a wide range of operational tasks, including guest check-ins and check-outs, handling bookings, responding to inquiries, resolving complaints, and supporting breakfast service. I had the opportunity to observe and participate in both administrative and guest-facing duties. This reflection focuses on a particularly challenging guest situation I encountered one morning during breakfast service. Through this scenario, I aim to examine how my actions and decisions reflect front office operational theories, assess what I have learned, and identify how I will apply this learning in future roles. Reflecting on such moments helps in professional development, especially in building confidence, communication, and guest service skills.

1. Description
One morning, I arrived at the hotel at 7:00 AM to begin my shift, and my colleagues immediately informed me of an ongoing issue. Two guests had been helping themselves to breakfast for two days, despite not having it included in their booking. Although they had been approached previously by the team and told they would need to pay, they ignored the staff and continued eating. Since all of my colleagues on shift were women and I was the only man present, I took the initiative to handle the situation.
I approached the guests politely and asked for their room number, then returned to reception to simulate checking their booking details. After a few moments, I returned to the table and, again respectfully, explained that breakfast was not included in their reservation. I acknowledged that this was the second time the issue had occurred and informed them that I would wait at reception to take payment after they finished their meal.
The guests gave inconsistent responses—one claimed they had not eaten the day before, while the other admitted that they had. Nevertheless, they eventually came to the reception and paid the £48. I later learned that they left a poor review online, claiming the food was unsatisfactory, possibly in retaliation. My supervisors, however, commended me for the way I handled the matter, saying that although negative reviews are unfortunate, I had done the right thing in enforcing the hotel’s policies respectfully.
2. Feelings
In that moment, I felt confident approaching the guests. I had no hesitation or nervousness, which I attribute to my prior experience in hospitality and my own personal qualities, such as staying calm under pressure and communicating respectfully. I did not feel intimidated despite the potential for conflict, because I knew I was acting within the hotel's policy and had the support of my team.
After resolving the issue, I still felt confident and even somewhat proud of how I had approached the matter. However, after hearing about the negative review, I began to reflect more critically. While I wasn’t blamed for the review, it made me more aware of how guest satisfaction and reputation management can sometimes conflict with rule enforcement. Despite this, I felt reassured knowing that my supervisors approved of my handling of the situation.

3. Evaluation
The experience had both positive and negative outcomes. On the positive side, I effectively addressed a recurring issue that my colleagues had struggled with. I demonstrated initiative and assertiveness, which led to a resolution where the guests ultimately paid the amount they owed. My communication was clear and polite, and I maintained professionalism throughout the interaction. My managers recognised and supported my actions, which boosted my confidence.
On the negative side, the guests retaliated by leaving a poor review, complaining about the food quality. This was frustrating because the issue was unrelated to food but rather about payment. Although the financial amount involved (£48) was minor, the impact of a public negative review could be more damaging to the hotel's reputation. This situation highlighted the delicate balance between policy enforcement and guest satisfaction.
Another downside was that the incident may have stemmed from operational shortcomings—namely, a lack of supervision during breakfast and unclear signage. Guests may not have understood that breakfast was not complimentary, and the absence of a visible system for checking entitlements contributed to the confusion.

4. Analysis
This experience underlined some important operational challenges in the HAFO department, particularly when front office staff are also responsible for F&B supervision. Combining roles without clear processes or boundaries increases the risk of miscommunication and weakens service control. In this case, the guests exploited the lack of oversight in the breakfast area, which could have been prevented through better communication tools, such as clear signage stating that breakfast must be confirmed with reception.
This situation connects well with front office operational theory, especially concepts discussed in Bardi’s Hotel Front Office Management (2011), which stress the importance of coordination between departments and transparent communication with guests. A guest’s impression of a hotel is not shaped solely by the quality of the room or food but by the consistency and clarity of service processes.
Moreover, this aligns with the theory of service recovery. According to Vallen and Vallen (2014), service recovery involves turning a dissatisfied guest into a loyal one through timely and appropriate responses. While I did ensure compliance with payment policies, a more guest-oriented approach—such as offering a discount or meal voucher to soften the conversation—might have mitigated the negative review. Even small gestures can influence guest perception and overall experience.
Additionally, the importance of visible messaging and proactive service was evident. Placing signs at breakfast indicating that guests must confirm their entitlement, or having the receptionist double-check during check-in, are simple procedural fixes that could reduce repeat incidents. These preventive steps are part of what Pyo (2013) calls “benchmarking service touchpoints” to maintain operational consistency and guest clarity.
This experience also exposed the limitations of multi-tasking without clear delegation. When front office staff are stretched across F&B duties, efficiency and control drop, increasing the chance for error. This highlights a broader issue in hospitality staffing—ensuring clear roles and reasonable workloads to maintain service quality.


5. Conclusion
From this experience, I learned that in hospitality, doing the right thing operationally doesn't always result in the best guest feedback. The incident made me reflect on the importance of balancing guest satisfaction with policy enforcement. I also became more aware of how operational procedures—like lack of signage or unclear breakfast policies—can lead to misunderstandings that impact both staff and guests.
Personally, the incident reaffirmed strengths I hadn’t fully recognised in myself before, such as conflict resolution, communication, leadership, and remaining calm under pressure. It also showed me that professionalism and politeness, even when enforcing rules, can lead to a successful resolution—even if it doesn’t guarantee a positive review.
More broadly, I gained an understanding of how minor issues, if left unaddressed, can snowball into more complex problems. I also saw the value of observing both guest behaviour and internal systems to identify weak points in service flow. Being confident and respectful is not enough on its own—anticipating issues and designing systems to avoid them is equally critical in front office operations.

6. Action Plan
If I were to face a similar situation again, I would approach it differently. Instead of addressing the issue after the fact, I would ensure that all guests are clearly informed about their breakfast entitlements during check-in. I would also recommend placing clear signs in the breakfast area asking guests to confirm with reception if they are unsure.
If such a scenario occurred again, I might also weigh the long-term impact of guest satisfaction more carefully before enforcing minor charges. In some cases, letting minor issues go—especially when policies are unclear—may be a more strategic decision. As noted in customer retention strategies, preserving guest goodwill often leads to better reviews, return visits, and overall brand trust.
Moving forward, I plan to be more involved in preventive measures, such as clearer communication with guests, and taking more initiative in suggesting operational improvements to avoid repeated issues. I would also like to develop my skills further in conflict resolution, perhaps through formal training, and become more familiar with front office systems like OPERA or GuestWare to better support administrative efficiency.
Additionally, I will continue strengthening my time management to ensure I always arrive early and prepared, which enhances reliability and professionalism. My ultimate goal is to grow into a front office supervisory role, and this experience has shown me the importance of leadership, consistency, and proactive thinking in achieving that aim.
Part 2:
Did the student demonstrate an understanding of menu items, allergies, and service etiquette?
Razvan covered breakfast in the morning and ensured the quality was up to standard. He demonstrated good cooking skills and thoroughly cleaned the buffet afterward.It was also great to see that he showed genuine interest in learning and taking initiative.
Was the student able to deliver food and drinks promptly and correctly?
Yes, the student was able to deliver food and drinks promptly and accurately 

Did the student actively promote menu items and create a positive guest experience? 

The student showed a friendly and approachable attitude, helping to create a positive guest experience. 

Please provide specific feedback on the student’s performance in the Food and Beverage department.
The student demonstrated a positive attitude and a strong willingness to learn throughout his time in the Food and Beverage department. Razvan performed well in basic service tasks such as taking orders, delivering food and drinks, and maintaining cleanliness in the service areas. His communication with both guests and team members was polite and professional.
Did the student handle check-ins and check-outs efficiently and professionally?
The student handled check-in and check-out procedures efficiently and professionally. They greeted guests warmly, followed the correct process when entering guest details, and communicated clearly throughout each interaction.
Was the student able to provide accurate information and resolve issues effectively?
The student showed a polite and respectful attitude when dealing with guest inquiries and complaints, which is a strong foundation. However, they need to build more confidence in providing accurate information and taking initiative in resolving issues.
Did the student demonstrate proficiency in understanding/using reservation and billing systems?
The student showed a basic understanding of the reservation and billing systems and was able to complete simple tasks with guidance
How has the student contributed to your team and organisational goals? Please refer to the feedback provided above to offer the student a comprehensive and constructive evaluation that supports their reflection and personal development.
The student is a hardworking individual who effectively balanced their work, internship, and personal responsibilities. He demonstrated a strong interest in learning by asking thoughtful questions and showing curiosity about the workplace. He eagerness to improve and engage with the tasks at hand was evident.
Time Management, Behaviours and Attendance
Manage time effectively and display a hospitality mindset in order to achieve goals. Complete required hours. 
GOOD
Communication
Use speech, writing, non-verbal methods and technology to exchange information effectively. GOOD
Team Working
Build effective working relationships and collaborate with others.
VERY GOOD
Personal Enterprise
Use problem-solving to improve performance and work processes
VERY GOOD
Employability
Would you consider employing them within one of your hotel departments
GOOD

Part 3:
Time Management
Razvan demonstrated a generally satisfactory level of time management throughout his placement. Although he experienced some early challenges (missing his initial induction due to car trouble and falling behind on his hours) he made clear efforts to address these issues. As the placement progressed, Razvan caught up on the required weekly hours and successfully met the placement expectations.
From a tutor’s perspective, Razvan was reliable in attending scheduled online meetings, where he was usually punctual and came prepared. He showed a solid understanding of the placement tasks and was familiar with the expectations outlined in the handbook. 
His communication via email and messaging was prompt and professional, reflecting good online engagement skills. However, Razvan has not yet submitted a draft of his written work; doing so would provide an opportunity to benefit from feedback and could help strengthen the quality of his final submission.
During his time at the hotel, Razvan completed tasks across Housekeeping, Front Office, and Food & Beverage departments within the expected timeframes and to a satisfactory standard.
Communication
Razvan communicated in a professional and clear manner throughout his placement. During regular online meetings and email correspondence, he remained polite, respectful, and responsive. He was able to express his ideas and concerns thoughtfully when necessary and was receptive to feedback and advice.
Within the hotel environment, Razvan’s communication style was approachable and friendly. He demonstrated confidence when learning new areas of hotel operations. However, there were times where his approach suggested a focus on completing the placement requirements rather than maximising the learning opportunities available. 
Looking ahead, it would be beneficial for Razvan to define his career goals after the course and align his Level 6 placement experience more closely with these aims to gain greater value from future opportunities.
Behaviour
Razvan maintained a respectful and professional attitude throughout his placement. He adapted well across different departments, worked cooperatively with staff and peers, and carefully followed instructions.
During tutor meetings, Razvan showed a positive attitude and a willingness to learn. However, he did not often ask questions. In future, preparing more actively for meetings and seeking clarification when needed would help him get even more out of the support available.
For future placements, Razvan would benefit from showing greater initiative, fully committing to the learning experience, and proactively seeking out additional development opportunities. This approach will support his continued growth in confidence and leadership skills.
Problem-Solving
Razvan demonstrated good initial problem-solving abilities during his placement. He was proactive in asking for clarification when needed and showed sound judgement when managing tasks such as guest inquiries.
In our discussions, Razvan displayed self-awareness when facing challenges and showed a genuine willingness to accept feedback and apply it to improve his performance.
Looking ahead, further developing his ability to take initiative in unfamiliar situations, such as proposing solutions or stepping forward without needing direct guidance, will help to strengthen his overall professional skills. Razvan is encouraged to build on the confidence gained during this placement and apply these experiences to maximise his development during the Level 6 placement.



Part 4: Reflection on Hotel and Academic Tutor Feedback
Introduction
This section reflects on the feedback I received from both my hotel mentor and academic tutor, focusing on my performance in the Hotel Administration and Front Office (HAFO) department during my placement. Feedback is a key component of professional development in hospitality, helping identify strengths, address areas for improvement, and guide future actions. Reflecting on this feedback allowed me to deepen my self-awareness, understand how others perceive my work, and clarify the steps I need to take to grow in my role. This analysis focuses on the most relevant points raised by both mentors, explores the impact of this feedback on my mindset, and outlines specific actions I plan to implement in future placements and roles.
Understanding the Feedback
The feedback from my hotel mentor highlighted my ability to problem-solve quickly, work well under pressure, and demonstrate curiosity and willingness to learn across different departments. These comments were especially encouraging, as they reflected my natural strengths and the personal qualities I brought to the role. The mentor also recognised that I had adapted well within the team and completed tasks to a satisfactory standard across housekeeping, front office, and F&B.
However, the feedback also pointed out some areas for improvement. Time management was mentioned as a challenge, especially early in the placement when I missed the induction due to car trouble and fell behind on my hours. Although I eventually caught up and met the expectations, this experience made it clear that punctuality and planning are essential skills in hospitality, where operations rely heavily on timeliness and consistency.
From my academic tutor, the feedback echoed many of these points. I was recognised for being prepared and professional in our online meetings, with solid communication and a good understanding of the placement expectations. The tutor noted that I was respectful, polite, and responsive—both in writing and in conversation. However, similar to the hotel mentor, the academic tutor also noted that I had not submitted any draft work during the placement, which limited my opportunity to receive academic feedback early on. Additionally, I was encouraged to ask more questions and show greater initiative in order to gain more value from future learning experiences.
There was a common theme across both sources of feedback: I had the right attitude, problem-solving skills, and communication abilities to thrive in the role, but needed to push myself further in areas like proactive learning, time management, and reflective engagement. This alignment between practical and academic feedback confirmed the validity of their observations and provided a balanced picture of my performance.
Impact of the Feedback
Receiving this feedback was valuable not only in recognising my strengths but also in identifying behaviours that I had previously underestimated in their importance. The praise for my communication skills and ability to resolve problems helped build my confidence, especially since I had taken initiative in several high-pressure situations, such as managing guest complaints and enforcing policies in a diplomatic way.
The feedback about time management, although expected, made me more conscious of how even minor delays can impact a professional reputation in hospitality. Punctuality is not just about being on time—it reflects reliability, discipline, and respect for others’ time. This is particularly important in front office roles, where even a few minutes of delay can disrupt handovers, shift coverage, and guest service continuity.
The suggestion to show more initiative and ask more questions challenged me to reflect on how I approach learning. While I was confident in carrying out tasks and following instructions, I realised I could have been more proactive in seeking additional responsibilities or asking for clarification to deepen my understanding. This is especially relevant for preparing for Level 6, where self-directed learning becomes even more critical.
Finally, being encouraged to align my placement experience more closely with my career goals prompted me to rethink how I approach future opportunities. Rather than seeing placements as tasks to complete, I now see them as chances to build a foundation for leadership and long-term professional growth. This mindset shift is one of the most important outcomes of reflecting on the feedback.

Action Steps for Growth
Based on this feedback, I have identified several practical steps I will take to improve in future placements and roles:
1. Improve time management and punctuality
To ensure I never fall behind on hours again, I will plan to leave for work earlier, accounting for possible traffic delays or unexpected issues. I will also use digital tools to track my shifts and hours to stay organised and avoid last-minute catch-up efforts. This will demonstrate reliability and professionalism—both vital in front office roles.
2. Take more initiative in learning
I plan to be more proactive in asking questions during meetings, training, and operational tasks. Rather than waiting to be assigned responsibilities, I will seek them out and express interest in learning new systems or processes. This will help me gain deeper insights into operations and show that I am committed to developing into a leadership role.
3. Submit academic drafts and seek feedback earlier
To improve the quality of my academic work and better integrate my learning, I will start assignments earlier and submit drafts to my tutor for comments. This will allow me to correct issues before final submission and benefit from the academic support available.
4. Set clearer career goals and align placement experiences
Moving forward, I will define my long-term career objectives more clearly—for example, whether I aim to specialise in front office management or general hotel operations—and then tailor my placement tasks and learning to support those goals. I will look for opportunities to shadow supervisors, understand back-end systems, and explore managerial responsibilities.
5. Build on my strengths
I will continue to refine the strengths noted in my feedback—especially communication, professionalism, and problem-solving. These are core transferable skills in hospitality, and I aim to develop them further through structured training and practical experience. I also intend to attend workshops or online modules on conflict resolution and guest service recovery.
6. Suggest operational improvements
One of my key learnings was the importance of operational clarity—such as using clear signage or better guest orientation to prevent confusion. In future placements, I will actively suggest small but effective improvements that enhance guest experience and team efficiency. This demonstrates initiative and a desire to contribute beyond my immediate role.

Conclusion
Reflecting on both my hotel and academic feedback has been a constructive experience that helped me better understand my performance during the HAFO placement. The feedback confirmed that I possess valuable skills such as communication, calm under pressure, and problem-solving. At the same time, it pushed me to address areas like punctuality, initiative, and academic engagement. Most importantly, it shifted my perspective on how I approach placements—from fulfilling requirements to actively shaping my career. With a clear plan of action and a deeper understanding of the expectations in professional environments, I am confident in my ability to grow and succeed in future hospitality roles. I will use this experience to improve continuously, aiming for excellence in guest service, team collaboration, and long-term professional development.
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