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[bookmark: _Toc192248711]Introduction
Effective company management depends much on the administrative capabilities at IBS Stratford. These duties cover important ones such as financial record-keeping, guest relations, payroll processing, human resource scheduling, and room rate computation. To keep high customer satisfaction in service delivery, hotel operations call for perfect coordination among several departments, efficient communication, and the integration of modern technology systems (Wood, 2013).

Some of the learning objectives that were expected to be achieved in this placement are as follows;
· To learn how administrative tasks are handled within a luxury hotel.
· To improve communication and teaming skills by working with different departments.
· To learn the use of technology in supporting hotel operations.
· To evaluate the effectiveness of current administrative processes and suggest improvements.
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Gibbs’ Reflective Cycle (1988) was selected for this reflection as it provides a framed approach that enables them to assess experience thoroughly (Bass, 2022). While Kolb’s Learning Cycle (1984) is based on the idea of reflection on experience and Schön (1983) on reflection in the process of practicing, Gibbs’ model defines a set of guidelines about how an experience, emotions, and the knowledge gained can be critically analysed.
Description
I shadowed Kristine a front office supervisor at the IBS Stratford, where I learned about organisation, client services, and issue resolution. One of the conflicts was an overbooking case, in which the supervisor involved had to solve the problem of an unsatisfied guest and provide a room and other services for free (Fallon and Rutherford, 2010).
Feelings
At first, I also had several concerns about managing Guest complaints and operations. But as the hour passed, I noticed the supervisor's cool, composed attitude, which helped me realise the value of a conceptual approach to communication and decision-making.
Evaluation
I considered a strength the observation that teamwork and the application of technical expertise, including property management systems, were essential for guests’ satisfaction (QAA, 2018). However, I found that due to time and human resource constraints, service delivery to the guests was prolonged. 
Analysis
This experience highlighted the issues of flexibility, communication, and management skills needed in hotel management. It also focused on the need to develop skills in using computers to make reservations and handle conflict.
Conclusion 
To improve my skills, I could also have been more involved in problem-solving instead of just being an observer.

Action Plan
In my future career, I will actively seek an opportunity to be involved in the efficient handling of guest service complaints and to receive training on hotel management systems.
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Figure 1: Gibbs Reflective Cycle
Source: (Awidi and Klutsey, 2024)
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In managing the administration of a hotel, knowledge derived from working and an academic background is essential in handling the numerous responsibilities and guest expectations (Kuokkanen and Van der Rest, 2022). Therefore, whilst working at the IBS Stratford, I used important skills such as communication, time, and technical skills in practical administrative roles. Specifically, in this reflective model, I will use Gibbs’ Reflective Cycle to analyse these experiences.
Description
As a supervisor, I followed booking and guest requests, staff schedules and their work with the property management system (PMS), and guests’ complaints.
Feelings
At first, I faced difficulties in understanding the administrative systems but became more confident as I overstressed on the practical part.
Evaluation
This was especially concerning in conveying guests’ dissatisfaction and also in inter-organisational communication between departments. For example, I corrected a mistake made on the booking when I collaborated with the receptionists and housekeeping to deliver seamless services to the guests (Vallen and Vallen, 2014). However, one of the difficulties several administrative tasks involved was a lack of adequate time to complete work tasks under strict time limits.
Analysis
This made me understand the importance of technical and soft skills. Implementing a PMS ( Property Management System ) made me practically understand what I studied at the academic level for Hospitality Systems and Management from Level 4 up to Level 6 (ASET, 2017).
Conclusion 
I could have worked on ways of handling many administrative tasks so as to prioritise them more effectively.
 Action Plan
In future roles, the areas relating to the management of the hotel administration can be developed by improving on time management and technical skills.
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Applying the Gibbs model of reflection, I will focus on the organisational problem of a lack of communication between the front office and housekeeping employees of the IBS Stratford (Farahian et al., 2022).
Description
Lack of coordination between the front office and the cleaning department resulted in delays in room preparation and the hotel's inability to meet consumer expectations. This inefficiency caused extra pressure on both departments, which affected the hotel's operations and negatively affected the experiences of its visitors.


Feelings
At first, I worried about the direct effect this problem had on guests, as the delay in room availability would cause discontent and lower the standard of service. Moreover, it was annoying to see how the misinterpretation resulted in unnecessary conflict for the staff members and visitors, therefore upsetting the whole operation.
Evaluation
One advantage of the situation was that team members were usually open to recommendations and ready to change their practices. On the other hand, a major drawback was the ineffective application of communication tools, which made it challenging to attain perfect coordination among the departments. This led to lower-than-expected rates of room turnover, which caused delays in service and disparities depending on staff shift consideration.
Analysis
This issue was mostly driven by the lack of real-time coordination between the front office and housekeeping staff, which caused cooperation to be lacking. The lack of a good communication system caused a delay in information distribution, which finally affected the effectiveness of operations as well as guest happiness.
Conclusion
Overcoming this challenge definitely depends on improving the channels of contact between the two departments. Johnston et al. (2013) claim that the adoption of a web-based system enabling staff members to record and monitor requests and offer real-time information on room status will help significantly reduce the number of mistakes and service delays.

Action Plan
For future work, I suggest implementing a common computing technology or plan, such as integrated hotel management software. Furthermore, frequent team briefings would help achieve better coordination. This would result in efficiency in operations, effective communication, and an increase in guest satisfaction.
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My shadowing experience has been beneficial in enhancing my understanding of the administration of the hospitality industry, especially in administrative duties, interpersonal relations, and group work. I was privileged to develop my technological competence as well as work-oriented competencies that are crucial in the management of hospitality organisations. This has also helped me in my vocational growth and career plan, enabling me to get a good life as a hotel administrator.
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	Action
	Strategy
	Timeline

	Improve communication and teamwork skills
	Attend workshops, participate in team-building exercises
	Next 3 months

	Enhance administrative knowledge
	Take online courses in hotel management software
	6 months

	Develop time management abilities
	Practice prioritizing tasks and setting clear deadlines
	Ongoing
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