[image: UWTSD new Logo]


BA International Hotel Management
Managing Hotel Administration
BMIH6004
Student Learning Log











Student Name: Adriana Mitran
Student ID: 1920087
Lecturer’s Name: Daniel Payne 
Word Count:1337
[bookmark: _Toc213612700]AI Declaration

I confirm that I have used AI tools, including AskAI, to structure this report and for research purpose, however the assistance provided was limited but helped me with the organisation of content, as well as checking reference formatting and accuracy through AskMyBib. All reflective content, observations, and placement details are based on my own experience at Morgans Hotel Swansea and my personal notes, that I can provide. No data, events or information have been fabricated.






























Contents
AI Declaration	2
Introduction	4
Main Body	5
Kolb’s Experiential Learning Cycle (1984)	5
Conclusion	6
Personal Developing Plan	7
References	8



































[bookmark: _Toc213612701]Introduction
My level six level placement took place at Morgans Hotel, Swansea. The hotel is independently owned by Martin Morgan, the founder of the Morgans Collection. The Collection is composed of three separate buildings: the main: Morgans Hotel, The Georgian Swansea, and Morgans Townhouse, each with its own character and design. The building itself is historically known for being the old Port Authority, and at that time, the rooms were used as offices and meeting spaces.
The boutique hotel was accredited with a four-star rating by Visit Wales (Morgans Hotel, 2025; M. Dowrick, Swansea Bay Business Award 2026 Report, 2025). Working as part of the front desk team gave me the opportunity to develop a better understanding of how administration and customer service operate in a hotel environment. Most closely, I worked with Hayley, the Duty Manager, who assisted me with guests’ check-ins, bookings, replying to emails, completing daily administrative tasks, answering the phone, and providing guests with information. I also worked alongside Amy and Rhys, and completed one shift with Laura, who has been part of the Morgans team for over twenty years.
I have chosen Kolb’s Experiential Learning Cycle (1984) to analyse what I learned and how I have developed since my previous placement.
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During my placement at Morgans Hotel Swansea, I worked with the reception team that won Team of The Year at the national Boutique Hotelier Awards 2025 (Boutique Hotelier, 2025). Being part of this team helped me see how much teamwork, communication, and attention to detail contribute to guest satisfaction. 
I started my second department, at the front desk, during a busy period and I could notice from the start how well the team worked together. Everyone had their own way of contributing: Amy upgraded guests when it was quiet as a kind gesture; for couples or birthdays, we prepared sweet treats and offered a complimentary drink; and if a guest complained, we offered discounts or small apology gifts. We often helped guests with their luggage, showed them to their rooms, made dinner and taxi reservations.
Rhys always had a way of making guests laugh, which makes them feel welcome right from the start. All the team supports each other, and with all the small gesture leaves guests with a great first impression of the hotel.
I noticed that team strengths are based on communication and trust. Everyone understands their role, completes their daily duties and help each other anytime needed. By working in a positive environment can reflect on guest experience and “teamwork” is not just about tasks but about attitude and support.
From this reflection, I connected my experience to what I learned about teamwork in my Management and Organisational Behaviour module. Belbin (1981), states than high-performing teams include people with different strengths that complement one another. 
Related to my experience I had the opportunity to focus more on guest interaction and service quality. During another shift, I faced a challenging situation that tested my communication and problem-solving skills whilst dealing with a guest complaint. This experience helped me apply ideas from my Hospitality and Guest Service Management module, particularly about maintaining guest satisfaction under pressure. Johnston, Clark, and Shulver (2012) explains that service recovery is an important aspect in overall service quality because guests remember how staff responded more than the issue itself. 
Although despite how positive the work environment is, there will always be challenges and sometimes guests can be disappointed about their experience no matter how good the team is. During one of my shifts with Rhys, on a busy Saturday evening, whilst the hotel was fully booked, we had a noise complaint from a guest that was placed in Hafod room which is located on the ground floor near Reception. Because the area is close to where guests check in, he could hear people talking and luggage moving as several groups arrived at once. Only me and Rhys were on duty that evening, and with no available rooms to move him, we had to find another way to resolve the problem.
I apologised and listened to his concerns. To ameliorate the situation, we provided a complimentary drink at the bar and a breakfast discount as a gesture of goodwill. I later checked back with him to ensure he was comfortable, and he appreciated the effort and professional communication.
Panchapakesan and Jiseon (2020) explain that guest satisfaction in luxury hotels depends not only on the physical environment, but also on how effectively staff manage guest dissatisfaction. Even when the problem cannot be solved, showing understanding and taking small actions could make a good impression for guests. This experience taught me that kindness, understanding, and good communication are important parts of professional hospitality service. This is especially true at the front desk, where the first contact with a guest can affect how they feel about the hotel overall.
The experience represents first stage in Kolb's (1984) learning cycle, where I directly involved in solving a guest issue in real time, through reflective observation, I realise how small gesture and calm communication can defuse tension. On the conceptualisation stage I reflected on what I previous learned in My Hospitality and Guest Services, about service recovery and emotional skills. Finally, I applied this interacting with guests with grater patience and confidence.
Comparing my Level four placement at Premier Inn, I can see how much I have developed, especially in confidence and communication skills. Back then, most of my tasks were quite basic, helping with check ins and watching how colleagues interacted with guests. I did not have the confidence to answer the phone or reply to emails, and I often looked at my colleagues for guidance. From my last placement, I can see a difference in both my attitude and my skills. I can confidently manage calls and respond to emails in a professional manner; I can help resolve guest issues and communicate clearly with the rest of the team. I learned to stay calm during busy times and to adapt my communication to different type of guests. Both placements contributed to my professional growth by giving me opportunities to gain experience through real life experiences. Each shift presented different challenges that helped me learn and improve.
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Overall, both of my placements have been full of information and learning experiences. Being part of an award-winning reception team showed me how teamwork, good communication and every small gesture can improve guests’ experience. Working with Hayley and the team gave me valuable insights about managing guests’ administration. Compared to my first placement, I am more aware of the whole work behind the front desk department. The contrast between a value hotel like Premier Inn, which focuses on speed and consistency, and Morgans, which focuses on luxury and attention to details allowed me to adapt to different customer service styles, improving my adaptability and communication. My experience reflects Kolb's (1984) Experiential Learning Theory, as I developed professionally by completing practical tasks, reflect on them, and applied what I learned to improve my future performance. 
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My goal is to develop more my leadership and decision-making skills, by reading further theories and apply them in future employment. I want to be able to take initiative and lead others. I wish to improve my professional communication also. During my placement, I felt comfortable speaking with guests, but I still want to practice both, speaking and writing skills, especially to write emails and to "handle" a formal communication in line with Morgans standards. Clear communication is essential to hospitality, and I aim to improve it wherever I work. I have worked with booking and payment systems, but I want to learn more about hotel administration for future roles. Finally, I want to keep thinking about my experiences. Writing short notes about what worked and what may be improved helps me track my progress and stay motivated. This placement given me a solid foundation, and by reflecting and learning, I will be ready for future career challenges.
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