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Introduction 
This reflective learning log examines my experience in administrative development as a Level 6 student during my placement in Village Hotel Bournemouth, Reception Administration team, under the supervision of Sherrell, Head of Reception. The purpose of this report is to critically review my professional development, review major administrative experiences, and demonstrate how the academic theory helped me to make judgments. The Two-Factor Theory of Herzberg is also incorporated in the report to define the motivational factors that affected my performance and learning. This reflection is meant to show how my Level 4 experiences, the academic modules, and practice in the workplace prepared me to handle my supervisory tasks in the hotel administration.
1. [bookmark: _Toc215675485]Part 1: Main Body
2.2 [bookmark: _Toc215675486]Role Reflection 
2.2.1 [bookmark: _Toc215675487]Description 
A major experience was witnessed when there was heavy checking-in in late afternoon, and various guests came in early, and some of the rooms were still under release. I helped Sherrell by updating our records of PMS, marking an early arrival, and communicating with the housekeeping staff. Once a guest got frustrated by the delay, Sherrell showed controlled service recovery by telling me to write down the problem as soon as possible.
2.2.2 [bookmark: _Toc215675488]Feeling
First, I was too overwhelmed with the rate of work, particularly with the concomitant presence of check-ins, calls, and enquiries. According to González-González et al. (2021), the front officer motivates other departments to increase their performance. When updating guest profiles, I was concerned with the accuracy. I gained confidence when I realised that there were no bottlenecks in operations because of administrative clarity.
2.2.3 [bookmark: _Toc215675489]Evaluation
The experience was good as I was able to understand the importance of the accurate flow of information when dealing with reception performance. I had a problem in compromising between speed and accuracy. Motivation was also an element of the scenario that was influenced by morale; according to the theory by Herzberg, motivation increases when the employee feels responsibility and appreciation (Ibrahim et al., 2023).
2.2.4 [bookmark: _Toc215675490]Analysis
The model by Gibbs facilitates the analysis of emotional responses to enhance the practice in the future (Ahmadpour et al., 2021). According to reflective cycles, promote experience questioning to improve professional behaviour. Moreover, I realised that it was the PMS system that was causing my stress and not the guests. Research indicates that administrative system accuracy has a strong effect on guest satisfaction and employee efficiency; technology-integrated environments demand constant adaptation of employees to digital procedures. 
This analysis was expanded by Herzberg in his Two-Factor Theory. The theory holds that the absence of hygiene factors (policies, workload, supervision) helps to prevent dissatisfaction, whereas motivators achievement, responsibility, help to engage (Ibrahim et al., 2023). Hygiene issues like the clarity of the system and favourable leadership in the reception avoided stress, and motivational factors like trust provided by Sherrell helped me feel more confident (Wen et al., 2020). On the other hand, Lee et al. (2022) established that administrative employees are characterised by better performance when their jobs offer a sense of structure and significant responsibility.
2.2.5 [bookmark: _Toc215675491]Conclusion
This situation was also associated with my Level 4 module Business Skills in the Hospitality Industry, which focused on communication and professional behaviour as important study areas. The knowledge of that grounded me to treat guests with respect even under pressure. The Level 4 Introduction to Hospitality Operations module equipped me with the knowledge of interdependence between the departments, which became critical when organising the work with the housekeeping in the process of check-ins. I have learned that reception administration involves managing emotions, proper record keeping, and coordination at all times. The event reinforced my knowledge of service recovery, digital precision, as well as collaboration. I also realised the importance of motivation as a factor of performance, as explained by Herzberg.
2.2.6 [bookmark: _Toc215675492]Action Plan 
	Improvement Area
	Specific Action
	Description of Development Activity
	Timeframe

	Service Recovery Confidence
	Shadow Sherrell during guest complaint and recovery interactions
	Observing Sherrell’s communication, tone control, and solution-focused responses will help me understand effective service recovery methods. I will take reflective notes and gradually handle simple cases under supervision.
	2 weeks

	Multitasking and Workflow Management
	Pre-prepare check-in materials and daily summaries before peak times
	Preparing room keys, information packs, early-arrival lists, and housekeeping updates before busy periods will help streamline workflow and improve speed and accuracy at reception.
	Ongoing (daily practice)

	Communication with Housekeeping
	Implement scheduled check-ins with housekeeping during early arrivals
	Establish a routine of checking room status at set intervals to reduce delays and prevent miscommunication during guest arrivals.
	4 weeks


Source: (Author)
2.3 [bookmark: _Toc215675493]Discussion on Administrative Issue Analysis 
One of the administrative issues during my placement was to record the guest issues regularly. Incomplete notes confused the staff who came in later shifts on a number of occasions. Martin (2019) highlights that hotels are sustainable in cases when administrative accuracy minimises service failures. Issues arise when the notes are not detailed and leading to dissatisfaction and slowing down of operations. Martin (2019) stated that the product offering of a hotel is extremely complicated since it involves numerous services. Furthermore, within the same property, a guest can just place an order for a drink in the lobby bar, spend the night or a few days or book a big occasion like a wedding or business conference. 
[image: ]
Figure 1: Customer Evaluation process
Source: (Martin, 2019)
In one of the cases, the early check-in fee was not adequately captured in the guest. At a later time, when they came back asking about the charge, the team could not find the original documentation. Kim (2023) argues that workflows that are not well organised cause stress among employees and irregularity in services. Psychologically, organisational behaviour studies reveal that the administrative workforce experiences high cognitive load at times of peak seasons, and mistakes usually occur due to pressure.
The prevention of stress was critical due to hygiene factors, including clear policies, the exact procedures of documentation and supportive supervision (Bi et al., 2021). When these were absent, the motivation and confidence were lowered. Another reason why I did better with Sherrell reviewing processes with me is that motivation is enhanced when learners have the feeling of support and can take responsibility. Moreover, administrative flow is essential in the presence of technological consistency, which declares that system integration minimises errors by minimising information gaps.
2.4 [bookmark: _Toc215675494]Future Trends in Hotel Administration 
Technological integration is increasingly influencing the hotel administration, especially in reception activities. The implementation of the AI-supported systems and automated processes is likely to be at the core of administrative efficiency, as the staff will no longer be preoccupied with processing routine requests but will focus more on the personalised engagement with the guests (Castaneda et al., 2025). The speed and accuracy of the services will be improved by mobile check-ins and real-time messaging services, whereas data-based tools will inform the decision-making and help identify the needs of customers. On the other hand, with the trend of digitalisation, reception teams will need more powerful technological skills, flexibility, and social abilities to adapt to an AI-enhanced administrative setting (Li et al., 2025).
3 [bookmark: _Toc215675495]Conclusion 
Conclusively, I have found my Level 6 placement at Village Hotel Bournemouth in Reception Administration to be very helpful in enhancing my professional competence and knowledge of front-office work. The use of reflective models helped me to analyse actual situations and identify where I could improve. The experience enhanced my understanding of the quality of service, accuracy in administration and the significance of efficient communication in guest management. The observation of supervisory practice boosted my motivation and confidence, which are two of the points of Herzberg in the Two-Factor Theory. 
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