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[bookmark: _Toc213534390]Introduction
My internal placement is at the DoubleTree by Hilton Southampton, and I have worked in the Reception and Online Bookings departments. In this position, I have collaborated with the Front Office Manager and the Online Bookings Coordinator. This position helped me to develop as I was invited to shadow the check-in/out processes, observe the pattern of guests' arrival, and also receive online booking requests. My team members, such as Kaushalya, the manager, Ema and Lanya, have been supportive throughout the task as well as inspired me to achieve my target goal. The framework of reflection that I have selected is the Reflective Cycle by Graham Gibbs. This reflection is meant not only to look at what I have done in my placement. I have developed professionally and personally by bringing my past Level 4 experience in placements, academic modules, and theory that I had learned into my present workplace. This process will enable me to demonstrate the way I have grown over the years and the areas I intend to grow in the future. The purpose of this reflection is also to fill the gap between the theoretical knowledge and the practical application by critically analysing the role of academic learning to inform workplace behaviour (Gooranah, 2024). Combining the ideas of the classroom with the real hotel processes, I will be able to evaluate my professional judgement development, the ability to communicate with people, and adaptive problem-solving. The primary qualities to be developed for long-term success in the hotel business are.
[bookmark: _Toc213534391]Main body
[bookmark: _Toc213534392]Description
[bookmark: _Toc213534393]Level 4 Placement Experience and Preparation for This Stage
I have worked in a department of guest service during my level 4 placements, such as Module Managing Hotel Administration and Diploma in Hospitality Management, where I did various tasks like check-in/check-out operations, handling all their guest enquiries and giving support for the online reservation. The experience of working there makes me ready for better and advanced placement at the DoubleTree by Hilton Southampton (Hilton, 2025). At the DoubleTree by Hilton Southampton, I used to do several tasks in desk duties as a support executive and manage the online bookings of the customers and also maintain all the guest room issues between 18:00 and 23:00. 
[bookmark: _Toc213534394]Specific Placement Scenarios and Responses
Here’s a specific scenario that occurred during my first week's duty, approximately at 20:15, where a guest arrived late for the flight and found that none of the TVs were working in their room. I was there for support and to liaise with the maintenance team, and we offered the guest a complimentary drink and moved him change a different room, so that no negative impact could affect our decent service. The presence of strong teamwork skills has helped me manage the team members in this scenario. Another incident happened after two weeks of the previous scenario, where an online booking from the hotel website did not show the required £50 deposit warranty at check-in. This incident led to guests’ frustration, and they started to complain about the reception system, so the first thing I did was apologise to them and make them understand the hotel policies and contacted the booking coordinators to investigate it. This signifies the presence of strong empathetic skills within my personal abilities. After that, I offered them a refund deposit waiver for the guests to make a solution and again save the guest house from any negative review.
[bookmark: _Toc213534395]Feelings
I felt anxious because of the malfunction that occurred in the TV; it was powerless, not working, and moreover, the maintenance staff were not available at that moment of crisis. The guest was irritated because of the issue, which made me more anxious. I tried to resolve the issue quickly because he was having his first experience in our guest house. After offering the complimentary drink, I somehow managed the whole scenario and saved my workplace from any kind of embarrassment. Effective and transparent communication of booking policies is critical in managing guest expectations and reducing complaint incidents (Shen et al. 2020). In the second scenario, which is about the website issue for not flagging the deposit in the booking system, I really felt disappointed and embarrassed at that moment in front of the guests. I felt determined after that occurrence to ensure that nobody would face these kinds of issues again, and also offered them a proactive explanation rather than any kind of reactive solution. 
[bookmark: _Toc213534396]Evaluation
In the malfunction of the TV incident, I somehow saved the whole scenario by offering an alternative room and a drink and eliminated any negative experience of our guest. The maintenance staffing gap was too much, which was between 18:00-23:00, and that had not been escalated sufficiently. At that moment, I did not have much authority to run the maintenance technician outside his normal timeframe. The positive aspect can be found in the online booking incident that happened two weeks after the first incident. The biggest problem isn't that the guest has an issue or complaint that needs solving (Rush, 2023). I identified the online booking system information flow in our guest house. The negative aspect was the oversight that already negatively impacted the guest experience; he was dissatisfied. The oversight also created other operational disruptions to the reception team. 
[bookmark: _Toc213534397]Analysis
[bookmark: _Toc213534398]Application of Previous Learning and Level 4 Modules
The inclusion of the Level 4 module made me understand the management of food operations, linking to marketing essentials and Managing Guest Service Operations, along with hospitality. I have realised that going through level 4 modules has helped in acknowledging the role of the managerial segment within a hotel that looks for the firm’s success. I understood how theoretical learning made me prepare for my placement performance. Operations management enhances the efficiency, productivity, quality, and customer satisfaction of any business (Faraz, 2024). The modules also help me in understanding the benefits in coordination of coordinating services and how to communication professionally, and also how to increase administration accuracy. For instance, I have noted that the level 4 module suggests that developing pricing strategies and understanding guest expectations are pivotal aspects for managing the administration role within a hotel. The theories helped me to manage the guests efficiently; the learning basically enhanced my overall administrative accuracy. The application of the operational standards also ensured both consumer satisfaction and increased the efficiency of different departments within the hotel’s dynamic workflow.
[bookmark: _Toc213534399]Application of Relevant Academic Theories or Frameworks
I had applied the theories of David A. Kolb’s Experiential Learning Theory (ELT). The theory is helpful to understand that learning is a cycle that includes Concrete Experience, Reflective Observation, Abstract Conceptualisation and Active Experimentation (Kingkaew et al. 2023). In the incident of the malfunction of the TV, I applied the prompted reflection on how to fill the staffing gaps that can affect our guest service. The experience of that incident helped me to develop the idea that better liaison between reception and maintenance after 18:00 can be instituted, which goes under the "Abstract Conceptualisation”. After that, I also tested this by implementing a short-term checklist for maintenance after 18:00, which comes under the “Active Experimentation”. 
[bookmark: _Toc213534400]How Theory Informed My Understanding and Actions
The application of Gibbs' (1988) model emphasised the effective reflection and also made us understand that it goes beyond description to include feelings, evaluation, analysis, conclusion and action planning. The experience made me gather the key professional skills, like improved guest communication, which I did in the case of online booking by explaining our policies to the guests and also learnt how to manage the complaints. 
[bookmark: _Toc213534401]Conclusion
I have learnt several things from the placement that made me understand how to maintain the satisfaction of the guests, and also I developed my communication skills whenever the situation got out of hand. I also took care of the readiness of the maintenance, system messaging and online booking transparency. The academic modules have provided me with a strong foundation to face the real-world scenarios which I have experienced at the DoubleTree by Hilton Southampton. The challenges have given me refined insights to develop my skills and also helped me to recognise the limited factors like hotel staffing patterns after 18:00 and the booking system. As a recommended strategy, I have to improve my critical thinking and evaluation to enhance my professional ability. My first development goal is to implement a formal evening-maintenance liaison protocol by week four of my placement. The application of theories helped me move from reflection to prepare a well-maintained guest service and enhance my professional capability. 
[bookmark: _Toc213534402]Development Plan
	Development Goal
	Action Plan
	Timeline
	Expected Outcome

	Improve leadership and communication skills
	Attend professional workshops and lead team projects
	3 months
	Enhanced confidence and team coordination

	Strengthen administrative accuracy
	Practice data recording and report validation regularly
	2 months
	Increased precision in documentation and operations


Table 1: Action plan
(Source: self-created)
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