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Introduction
The reflection learning log is grounded on my Level 6 placement in the Polo Club Hotel, Southam CV47 2DL, located in Stoney Thorpe Estate. The associated department include the Front Office and Reception department, in which I spent my practical hours. The Front Office act as the main administrative centre of the hotel and provides the management of a reservation (Alam et al., 2024). The main services include the procedures of check-in and check-out of guests, compensation and reconciliation of payments, reception of complaints, communication with other departments, room allocation, management of the software system and its adherence to the health and safety workflow (Frontline Performance Group, 2025). The department will also be operating hand in hand with housekeeping, maintenance, meetings and events so that there is efficiency in the operations and guests’ satisfaction.
In this reflection, I will apply Gibbs Reflective Cycle, which will analyse the main experiences in order to have the Level 6 placement in the frame of my reflection. This model enables a systematic thinking of description, feelings, evaluation, analysis, conclusion and plan of action. Within this framework, I will also apply a critical assessment of my growth from Level 4 to Level 6 by referring to the academic theories and reflected how I incorporated theory into practice in the operations of hotel administration.
Main Body
Scenario One: Staff Shortage and Resource Allocation
Description
Among the most critical period of my placement would be working in conditions of staff shortage in the Front Office. On a few occasions, especially on weekends when the event took place, two receptionists were booked only at the high times of checking in. Simultaneously, the hotel was conducting weddings or corporate events, which escalated the number of guests and enquiries. This put pressure on the administration work, including system upgrades to the property management system, payments and responding to guest queries relating to events.
Feelings
In the beginning, I was very overwhelmed and worried about the standards of service delivery. I felt more responsible than at Level 4 when I was more task-oriented with little care for the strategic implications. I identified that any inefficiencies at reception had a direct effect on the overall perception of a guest of the hotel.
Evaluation
The scenario was a manifestation of inefficiencies in the planning of resource allocation. Though the team was working well as a team, reactive scheduling increased the levels of stress and waiting periods. Nevertheless, there is also positive group work and informal peer support, which I also noted. This reflected components in the organisational culture presentation in the Level 5 Personnel Resourcing and Development module, especially the significance of employee involvement and morale in serving settings.
Analysis
Theoretically, the experience is related to the resource dependency theory and the Workforce planning principles introduced during Management and Organisational Behaviour (Level 5). An efficient administrative activity presupposes that the demand should be forecasted correctly and to this end the level of staffing should be adjusted as well (ASET, 2017). The hotel is new and seems to ignore the administrative burden that was created by both residential and event guests.
The Two-Factor Theory developed by Herzberg was also used by me to analyse the staff motivation. There were signs of hygiene factors like workload pressure, but motivation factors like teamwork and supportive supervision partially reversed dissatisfaction. A more enabling management style was witnessed at Level 6 than at Level 4, which was characterised by a more hierarchical leadership (Felce, 2019). The supervisors could be seen during peak seasons and helped in dealing with the guests instead of working in the office. This had a positive impact on morale.
The software systems perspective revealed that the property management system was good, but not well exploited. Guests had pre-arrival registration options which were not always advertised to them (Hagg, 2013). This indicate the relevance of online systems in contemporary hotel management and the transformation of consumer demands, where guests are increasingly demanding a smooth and technologically enhanced experience.
Conclusion
I got to know that the key part of the administrative performance and the satisfaction of the guests is the efficient allocation of the resources. Level 4 placement has made me operationally prepared, whereas in Level 6, I was able to have strategic awareness of the staffing, forecasting and system optimisation.
Action Plan
In my future supervisory jobs, I would suggest the use of demand forecasting tools that are related to bookings and how front desk pressure can be decreased by promoting pre-arrival digital check-in.
Scenario Two: Service Development in a New Hotel
Description
Being a relatively new hotel, Polo Club Hotel has not yet determined its service standards and brand image. I could see the feedback of the guests as there were inconsistencies in service and a lack of choices in the menu, especially in the initial months of service. A particular situation was one of a corporate guest who complained about delays in receiving a reply on meeting room preparation and finalising a catering order.
Feelings
I was inclined to work on communication processes as I understood that administrative clarity is one of the key determinants of trust in the guests. At Level 4, I would have automatically passed the matter to a supervisor. On Level 6, I was now comfortable that I could research the problem in my own way before it got out of control.
Evaluation
The problem existed due to the lack of communication between Front Office and Meetings and Events (Vallen and Valen, 2014). Data had been documented and not explicitly communicated. Although the manager handled the situation in a professional manner, the internal communication systems have drawn drawbacks as revealed in the breakdown.
Analysis
This situation is interconnected with the systems theory, which implies that organisational departments co-exist. Unproductive organisational communication has an impact on the experience of guests (Wood, 2013). It is also a manifestation of the concepts of the Level 4 Food and Beverage Operations course, wherein the consistency of quality service was highlighted as a key element to brand image.
Reliability and responsiveness were temporarily undermined based on SERVQUAL theory. Nevertheless, satisfaction levels among the guests were regained through good service recovery (Sukhu and Bilgihan, 2023). I also understood that it is better to communicate proactively and not reactively to correct.
The experience is also linked with the dynamism of the needs of consumers. The contemporary business clients demand real-time feedback, online confirmations and customisation of the coordination (Tang et al., 2022). The administrative departments need to then be able to modify processes in order to comply with the increased expectations. The theory of marketing that was learned in previous modules has highlighted that new hotels are highly influenced by word-of-mouth and online reviews (Wang et al., 2021). Thus, the administrative consistency is operational as well as strategic.
Conclusion
I also came to understand that effective communication and being proactive in their coordination is critical in the administration of hotels. I was more confident and I exhibited more initiative and ability to solve problems as compared to Level 4.
Action Plan
To make the process more transparent and responsible, I would suggest the use of a common digital-based document on event tracking that all departments can access.
Professional Growth and Work-Based Key Skills
Application of the Gibbs Reflective Cycle has brought to light my advancement in core work-related skills such as communication, awareness of leadership, effectiveness in time management, problem-solving, and competence in digital matters. Senior operational competence was formed in my Level 4 placement. Level 6 presupposed the analytical thinking, supervisory shadowing and strategic awareness. Following the Front Office Supervisor, I got a chance to witness the scenario of revenue monitoring, recording of complaints, adherence to health and safety practices, and standards of data protection. I acquired some values with regard to the back-office administration like the daily reconciliation of revenue, generation and software auditing. This enhanced my appreciation of the management of hotels outside of guest relations.
The administrative operations were also premised on health and safety compliance. Legal responsibilities of administrative staffing in the Front Office proved to be illustrated through the fire evacuation lists, accuracy and secure payment handling in registering guests. These experiences reiterated the point of factual accuracy of the procedure and risk management.
Conclusion and Development Plan
In summary, my Level 6 placement with the Polo Club Hotel has helped me enormously in my perception of the hotel back office and administration functions. By using the Reflective Cycle suggested by Gibbs, I examined problems associated with staff shortages, resource distribution, communication systems and changing service standards critically. I have advanced my level of participation to the level of strategic awareness and supervisory insight compared to my Level 4 placement. I also exhibited the advancement in the application of Management and Organisational Behaviour and Personnel Resourcing and Development theories to the actual workplace scenarios. I gained better problem-solving skills, leadership consciousness and digitisation knowledge in the administrative systems. 
In the future, I would advance in terms of my level of forecasting and workforce planning, increasing my expertise in the digital systems application and advancing my transformational leadership capabilities. I would also strive to keep on aligning the academic theory with the operational practise and make sure that any future managerial decision would consider the welfare of employees as well as the satisfaction of the guests.
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