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I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.
My Level 4 placement at Leman Locke, Aparthotel, was defined by digital efficiency and a supportive, patient mentor. My current Level 6 placement at Novotel London Blackfriars has, by contrast, been defined by archaic administrative systems and a challenging management dynamic. 
I will focus my analysis on Hotel Administration, specifically the critical administrative link between the Front Office and Housekeeping, where I worked with my manager, Jagdish, and his assistant, Diana. The purpose of this reflection is to demonstrate my growth from a Level 4 student to a Level 6 practitioner, not just in practical skills, but in my analytical ability to diagnose systemic operational failings.
To meet the module's core requirement, I will use Gibbs' (1988) Reflective Cycle as my structured framework. This model will allow me to deconstruct my experiences, link them to academic theories, and contrast my current understanding with my Level 4 placement, demonstrating how my academic learning and workplace experience have integrated over time.
This reflection will contrast two specific scenarios: my L4 placement system and my L6 placement system.
My Level 4 Placement (Leman Locke) My L4 placement at Leman Locke was my first experience with hotel operations. The hotel was entirely digitised. In the morning, the housekeeping manager would assign room lists on a central computer. These lists and all "traces" (guest requests) would instantly appear on each room attendant's work phone. They used their phone to mark a room as 'Start' and 'Finish'. As soon as a room was 'Finished', a notification was sent to the supervisor's tablet. The supervisor would then inspect the room and mark it as 'Inspected' on their tablet. The instant they did this, the room status in the Property Management System (PMS) would turn green, and Reception could see it was ready to sell. The entire process was live, fast, and paperless.
My Level 6 Placement (Novotel Blackfriars) My L6 placement at Novotel has been the complete opposite. The entire administrative system is manual and paper-based. My first task each morning is to go to the office to print a thick paper report of all guest statuses. I then have to create the housekeeping lists for each attendant by hand, on different coloured paper, physically colouring in departures. All 'traces', such as an extra bed or more towels, must be written with a pen onto this paper list. The process for updating room status is just as archaic. Throughout the day, I have to find the assistant, Diana, to ask her which rooms are clean. She then has to walk to a physical computer in the office to manually update the status in the PMS. This creates a significant "information lag." At the end of the day, my final task is to take my stack of papers, covered in pen and highlighter, to the Front Desk. I then stand with the receptionist and manually "match" my paper report with their computer report, line by line, to ensure no "dirty" or "pick up" rooms remain in the system.
Furthermore, my L4 manager, Tom, was patient, open to questions, and mentored me on the digital system. My L6 manager, Jagdish, is the opposite. He has "no patience" and is "always distracted." When I ask a question about the archaic process, he deflects me, saying, "go and ask Athina at the Front Office" or "go and ask Diana, she has been here 9 years." This has left me with no mentor to guide my L6 administrative development.
This contrast in experiences has led to a profound change in my feelings, which highlights my professional development.
· At Level 4: I felt intimidated by the technology at Leman Locke. I was too nervous to ask questions and just accepted that this was how modern hotels worked. I was a passive learner, observing and doing as I was told. If I had been placed at Novotel for L4, I would have accepted the paper system just as passively, assuming it was "normal."
· At Level 6: My feelings at Novotel are frustration and "disgust." I am no longer intimidated or passive. I am an active analyst. My frustration comes from knowing this is a deeply inefficient and failing system. My "disgust" with the management style comes from my academic studies; I know what good leadership should look like. My feelings have evolved from the fear of a student (L4) to the critical frustration of an emerging professional (L6).
· Bad: The Novotel system is objectively "bad." It is a catastrophic waste of 'resource allocation', a key issue for this module. My time, Diana's time, and the reception's time is wasted on manual, low-value administrative tasks. The system is prone to human error, which could (and does) lead to guests being checked into dirty rooms. The management style (Jagdish's) is also "bad" as it creates a culture of stagnation and deflection, not innovation.
· Good: The only "good" to come from this is the learning experience. My Level 4 placement provided me with a "best practice" benchmark. This means I am not just complaining about the Novotel system; I am comparing it to a proven, more effective model. This validates my analysis and demonstrates my development.
This is where I can connect my practical experiences to my academic studies, as required by the brief.
Link 1: L4 'Hotel Administration & Front Office Operations' (BMIH4004) My L4 module taught me the theory of the guest cycle. My L4 placement at Leman Locke showed me the perfected, digital application of that cycle. The Novotel system, by contrast, is a case study in administrative failure. The paper-based system creates an "information lag." This lag means the Front Desk's data is always out of date. This creates a high risk of "wrong room" check-ins or, worse, housekeeping staff walking in on guests. This administrative failure directly breaks the "policies and procedures" that are supposed to ensure a smooth guest experience.
Link 2: L4 'Marketing Essentials' (BMIH4005) My L4 module in Marketing taught me about the 4 P's. This archaic paper system directly attacks two of them: Product and Price.
· Product: In a hotel, the "product" is room availability. If Reception cannot see that a room is clean in real-time, they cannot sell it. This is a classic "perished inventory" problem.
· Price: This system negatively impacts Revenue Management (a key part of this BMIH6004 module). The Front Office cannot confidently sell the last 10 rooms at a high "walk-in" rate because they do not trust the housekeeping report. The hotel is losing thousands of pounds in potential revenue simply because of an archaic administrative process from the 1990s.
Academic Theory: L5 'Management & Organisational Behaviour' (BMIH5004) The module brief states I must review previous modules. The biggest failure here is one of management, which I studied in Level 5. I can analyse the two management styles I experienced using McGregor's (1960) Theory X and Theory Y.
· Tom (L4): He was a clear Theory Y manager. He was participative, trusted his team with technology, and believed in mentoring as an investment. He built capability and saw me as a resource.
· Jagdish (L6): He is a classic Theory X manager. He is autocratic ("this is the way we do it"), assumes his staff (like Diana) are only there to follow the 9-year-old procedure, and is not open to change. He avoids responsibility by deflecting me. His "backward thinking" ensures the paper system will never be challenged, creating a culture of stagnation.
Conclusion and Development Plan
Summary of Learning: My development from Level 4 to Level 6 is now clear. I have evolved from a passive task-doer (who was intimidated by a good system) to an active system-analyst (who is frustrated by a bad one). I now understand why systems fail, linking L4 theory (Admin, Marketing) to L5 theory (Management) and L6 practice (Novotel). I have learned that a hotel's "back office" administration is the engine of its "front office" profitability.
Future Development Plan: Based on this reflection, I have two clear goals for my future career.
1. Goal 1 (Technical): To achieve advanced proficiency in a major PMS (like Opera) and a leading digital housekeeping management tool (like Knowcross or Hotelkit) within the first year of my graduate career. My L4 experience showed me this is the standard, and my L6 experience showed me the cost of not having it.
2. Goal 2 (Managerial): To consciously build my own leadership style on the Theory Y model. I will actively mentor my own trainees, solicit their "new ideas" (unlike Jagdish), and champion process improvements that empower staff, rather than creating administrative burdens. This experience has taught me that a manager's job is not to enforce old rules, but to find better ones.
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