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This reflective learning log covers my placement journey at the hotel named Rossington Hall Hotel Doncaster (Hagg, 2013). During my placement, I shadowed a front office supervisor at the hotel, where I gained hands-on experience in administrative duty, customer relations, and crisis management. My reflections are structured according to Gibbs's Reflective Cycle to allow for a critical analysis of my learning journey (Galli and New, 2022). Such a placement was to serve me some worthwhile insights into an immensely complicated area of hotel administration in a setting where resources are few and where guest expectations must be managed very tactfully and precisely.  


[bookmark: _Toc188520848]Section 1: Reflection on Experience and Personal Development
Description
During my placement, my job was to assist the Front Office Supervisor at The Rossington Hall Hotel Doncaster, where I learned different things about front office management including check-in, reservation handling, and resolving guest problems (ASET, 2017). A most notable crisis was a double-booking which occurred because two guests were marked down for the same room because of a glitch in the hotel system. That crisis needed to be fixed fast; otherwise, guests might get into a rage also there were no hotels with vacant rooms near Rossington Hall Hotel Doncaster, so things were surprisingly complicated in this case where it was difficult to move the guest without a nearby option. 
Feelings
The initial experience was intimidating, and I was lost and even unprepared to handle it. I was afraid initially because I had never dealt with such a situation before. Though the professionalism of the supervisor made me put on a brave face, it felt a big relief when we managed to resolve this by upgrading one of the guests to the suite and also treating him to an upgraded dinner and a longer checkout time. This experience taught me not to panic and that even difficult situations can be managed by thinking outside the box when there are very few reasonable solutions.
Evaluations
The experience was indeed challenging but insightful. The positives include learning to make effective decisions rapidly, and effective communication in resolving guest issues (Bardi, 2010). However, the incident did highlight the necessity for the conference to implement system checks to ensure that such errors do not recur. For instance, should there be a system that has a double-check mechanism for validation of reservations, that would have worked against the problem of overbooking. The hotel stands to make gains for which they should invest in PMS, which is relatively advanced, following technology trends to help decrease such mistakes. When I was on placement, I observed transformational and transactional leadership styles. The supervisor's transformational approach engendered teamwork while the transactional approach ensured efficiency was reached. However, the handovers were sometimes inconsistent, and such instances displayed a poor quality of communication. I propose some digital checklists and meeting journals to improve operational consistency and satisfy the hospitality managerial advice. 
Analysis
The double-booking incident reinforced the importance of problem-solving skills and guest-centric service in hotel administration. I applied the LAST approach (Listen, Apologise, Solve, Thank) to manage the guest’s frustration, which I had learned during my academic studies. This approach helped reduce the situation and maintain the hotel’s reputation. Additionally, I observed how the supervisor used revenue management principles to maximise guest satisfaction while minimising financial losses (Casado, 2012). A hotel will hold on to the guest's loyalty by giving him a free upgrade and this will improve its long-term profitability. 
Conclusion	
This new situation has helped me to understand two keys to crisis management and customer-focused problem-solving. I discovered that theoretical knowledge itself is not enough for the effective administration of the hotel. 
Action plan
I am extremely interested in acquiring crisis management skills and therefore will take part in workshops on conflict resolution and customer service. I am also considering shadowing a few senior staff in high-pressure situations to gain more hands-on experience. 
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During my placement, I was able to learn many good key skills to be used in hotel administration, such as being capable of handling client co-workers and explicit communication with guests and peers. This taught me the value of teamwork with the housekeeping and reservation departments. I learnt to do task prioritisation, and it proved to be the most valuable skill, especially at check-in and check-out peak times. The knowledge of how to operate the hotel Property Management System (PMS) on behalf of room allocations and report generation was a big win (Chalupa et al., 2021). Most importantly, I was able to use PMS with great technical expertise in tracking room availability and producing occupancy reports. The PMS knowledge enabled me to assist in room demand forecasting and setting room prices (Stringam and Gerdes, 2021). For example, during a peak weekend, I would cite some dynamic pricing recommendations, yielding a revenue increase. All these skills will act as backbones for effective hotel administration. For instance, good communication skills are required for resolving guest complaints, and technical knowledge of the PMS is necessary to effectively manage rooms and give accurate reports. A guest complained about noise coming from a room next door. I listened to their complaint and empathised with them, promising to put them in a different room immediately.   
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One major organisational difficulty was the lack of standardised procedures for handovers between shifts. This prompted miscommunication and service inconsistencies, such as delayed breakfast orders and incorrect room allocations (Khimani and Rehi, 2022). Poor handover practices slowed the response time to guest requests and increased staff workload, adding considerable pressure and exhaustion while giving rise to errors and therefore lowering guests' satisfaction scores. I would propose the following course of action to mitigate this problem, namely, replacing the paper-based notes with a digital system, developing checklists for critical tasks to be performed at handovers, giving 15 minutes' overlap between shifts for proper communications and information transfer, and convening weekly meetings to review handover processes and address any challenges. These solutions align very well with the Guidelines on Work-Based Learning by the Quality Assurance Agency for Higher Education recommendations aimed at facilitating operational efficiency in the hospitality sector (QAA, 2018).  
[bookmark: _Toc188520851]Objectives and Action Plan
	 Objective              
	 Action Steps                                                                
	 Timeline  

	 Improve Communication Skills
	 Attend workshops and webinars on active listening and professional communication. 
Practice daily interactions with guests and colleagues. 
Constantly ask for feedback from the supervisors to learn about areas for improvement (Reith and Montgomery, 2023).  
	 6 months       

	 Develop Technical Proficiency
	Take an online course in Property Management Systems (PMS) and Hotel software.
Practice using PMS daily during work hours. 
Attend workshops on advanced Excel skills and data analysis for hotel operations. 
	 8 months       

	 Enhance Conflict Resolution Skills
	Attend workshops on emotional intelligence and conflict management. 
Participate in leadership workshops for emotional intelligence and conflict management. 
Observe how senior staff conduct themselves in high-pressure situations. 
Utilise the LAST (Listen, Apologise, Solve, Thank) technique in real situations (Raras et al., 2024). 
	 6 months       

	 Learn a New Language    
	Incorporate language learning applications like Duolingo in daily practice.
Conversing with native speakers goes a long way in attaining fluency. 
	 8 months       





[bookmark: _Toc188520852]Conclusion
My placement has, no doubt, taught me the most. It has allowed me to see how the theory applies in real-world settings. It has also helped me develop vital skills in communication, teamwork, and technical excellence, which are key to establishing a career in hotel management. The following challenges and risks that I faced involve authorised overbooking and handover problems which provided good lessons for crisis management and operational competency. I'm going to work on the action plan mentioned above to improve my skills and contribute to the hospitality industry. 
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