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[bookmark: _Toc213746739]Introduction 
My Level 6 placement was at the ibis Northampton Centre, one of the leading and busy hotels in the centre of the town (ASET, 2017). I served in the Front Office Administration department where I offered my services as an Administrative and Operational Assistant. This was not front office work, since I was doing all the work, in systems, performance reporting, and service recovery strategies. Throughout my placement, I had the opportunity to work alongside the Front Office Manager and the Revenue Coordinator who guided and offered me professional support throughout the placement. This reflection is aimed at critiquing the most significant experiences and learning I had throughout my placement through the Gibbs Reflective Cycle (1988). The justification of applying Gibbs cycle is to illustrate that knowledge is shifted between an introductory level at Level 4 to the advanced application of theory, critical thinking and professional judgement in practice at this level; the additional developed capabilities in enhancing operational performance are illustratable in further developed administrative capabilities.


[bookmark: _Toc213746740]Main Body 
Scenario 1: Complex service recovery and administrative error
Description
On one of the busy Saturday evenings, one of the guests who had reserved an online promotional rate with an Online Travel Agent (OTA) approached the Front Office desk with a complaint. They claimed that they had booked a double room but they were assigned a twin that was also registering in the Property Management System (PMS). The hotel was completely occupied, 98% occupancy rate, and we had one Superior Double Room that posed an obvious problem in the future service recovery and inventory management. 
Feelings
The inception of distress by the guest has given me the emotion of the stress and nervousness of fewer rooms available and simultaneously considering the eventual business risk of a public review that had failed in event service recovery. This soon advanced to the sense of responsibility, the desire to make sure that a solution is reached. Going back to the Level 4 training of handling complaints that I completed, I could still manage to capture my emotion and stay calm in certain situations (Hagg, 2013).
Evaluation 
The negative side of this scenario is that we had a mistake in the administration that led to the disappointment of guests and may lead them to talk bad of us as a hotel. The positive aspect of this scenario is that my response worked, I made an honest apology to the guests and at no additional costs, upgraded them to a Superior Double Room.
Analysis 
This scenario required me to have background knowledge in the study of Hospitality and Guest Service Management (Wood, 2013). Even greater Service Culture was also determined in this module as Service Recovery strategies (Felce, 2019).
Exercising the Past Knowledge: My Level 4 knowledge on service recovery, (taking ownership, facilitating tangible recovery) can create more loyalty than the ideal service.
Application of Academic Theory: SERVQUAL: I was able to practice the theoretical framework of SERVQUAL Dimensions with Empathy dimension and Assurance dimension when I met the expectations of the guest. Rather than working within the procedures, I took it a notch higher to lead the service as per my academic knowledge.
Conclusion 
I learned that the failures in administration have to be responded to operationally to free the itinerary of the guest as well. This is one of the cases that I could not have anticipated during the shift prior but was able to compare the newcomers with the source of booking to determine a conflict. The twist of fate is a vivid illustration of how I proceeded through the check-in procedure, on time, in a strategic reaction with a guest-focused strategy (Vallen et al., 2014). 
Action Plan 
The latter occasion will find me fast in following up at the administrative level. I will not only proceed to report the same to the OTA team member, but I can even call them directly and send them screenshots with the OTA system to learn how to map their systems to place rooms in advance to avoid the same administrative error.

Scenario 2: Administrative Reporting and revenue insight
Description 
The Hotel Manager had requested me to give an interpretation of the prediction of the hotel occupancy in the coming month with the expected reduction in the number of mid-week leisure bookings. One of my objectives of Managing Hotel Administration is to achieve analysis of the current corporate rate strategy and suggest modifications to obtain more volume of business.
Feelings
I was highly challenged and accountable as this assignment was not only of direct financial character but also progressive in terms of level as compared to Level 4. I was required to demonstrate my critical thinking as I thought that this was the direct extension of differences that I had developed in my scholarly life and I approached it with a logical approach to seek relevant information.
Evaluation
The disadvantageous aspect is that the discovery of the shortage in the middle of the week was made, as the corporate rate is not competitive. The good side was that I was logical to be proactive with the findings and was data-oriented. I was able to successfully get the relevant booking and rate data within the PMS and within the information analysis, our negotiated rate within the local Corporate segment was slightly higher than that of a local competitor which left us with chased business.
Analysis
The design of my analysis was certainly affected by the learning material taught at the Level 4 module, Marketing Essentials.
Prior Learning Application: Level 4 I learned to make a situation analysis by a process called Segmentation, Targeting and Positioning (STP). 
Application of Academic Theory: Segmentation, Targeting Positioning (STP): The theory was applied in my recommendation to the administration and constituted the rate change to Position the hotel as the best value to the potential customer to precipitate demand and ultimately revenue (Wood, 2013). 
Conclusion
This was an administrative project that was a show of the way I had grown as a professional since handling the organisation aspect of the business to independent professional decisions. It also came to my attention that Level 4 market knowledge will be relevant in ensuring that my administrative solutions were not just data-driven but also market relevant.
 Action Plan
When I present a revenue decision in the future, I would not only define and propose an issue and a change in rates, but would take the initiative of identifying and developing a Key Performance Indicator (KPI) tracking document to determine the effectiveness of the target campaign as an administrative process.


[bookmark: _5f71zsku471s][bookmark: _Toc213746741]Conclusion
It can be concluded that my current experience at the ibis Northampton Centre has been rather constructive and has summarised my growing professional development of operational capacity to an administrative decisional capacity. This element of my working experience was central to the operational situation I experienced in my operational activities at Level 4 while responding to the real situation of the operation presented to me. 
To develop, I believe that in the future there are two broad developmental areas that I would be interested in-
Goal 1 (Mastery of the System): I would rather be formally certified or get high-level training on the hotel-specific Property Management System (PMS) and Revenue Management System (RMS). So that I could be more knowledgeable in the area of my administrative reporting and data processing.
Objective 2 (Financial Acumen): It would be more of a challenge that I would take initiative and plan to work with the Finance Department to create a stricter departmental budget proposal within the next quarter.
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