
Hotel Placement – Managing Hotel
Administration BMIH6004


Reflective Learning Log: Shadowing a Supervisory Role in Front Office Administration at Best Western York House Hotel, Eastbourne

Student name: Mihaela MASCA
ID: 2126876

















Introduction
Following Gibbs' 1988 reflective cycle, this reflective learning diary investigates my experience shadowing a supervisory post in the Front Office department of the Best Western York House Hotel in Eastbourne. Six stages-Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan-make up Gibbs' approach and provide an organised structure for evaluating my professional growth (Adeani et al., 2020). By means of this reflection, I will examine how the placement has affected my work-based abilities, technical knowledge, and general awareness of efficient hotel management.
Description
My work experience at the Best Western York House Hotel allowed me to observe a front office supervisor. Daily administrative duties like guest bookings, check-in and check-out management, payment processing, complain dealing and departmental collaboration - housekeeping and maintenance. I also saw the supervising responsibilities of controlling team schedules, guaranteeing seamless flow, and answering visitor concerns.
During my placement, one of the incidents reported was a guest coming to the front office extremely annoyed that his small double room was tiny and much smaller than he had imagined after seeing pictures on the website. He told the receptionist to bring it up with hotel management and said they should clarify on their website exactly how big the room actually was. To remedy his complaint, the manager of reception gave the client a free upgrade to a bigger room on the identical grounds. This made the guest satisfied and left happy with the service (Ali et al., 2021). It was nice, at least, because as the Front Office supervisor worked through(ed) the issue, I could watch him to see how he performed in that situation. Apart from this incident, there were additional concerns about the cleanliness of the rooms or the fact that the hotel, being quite old, needs an update inside as well; the carpets and furnishings all around the hotel are somewhat old and damaged (TripAdvisor, 2023).
Feelings
I was excited but nervous to try out for a shadow role. I was eager to learn about how hotels work, but my anxiety stemmed from potential problems with guests and the administrative tasks that accompany any supervisor role. As I followed up on the guest complaint issue, I was concerned about how I might have responded as a supervisor, knowing from my research on guest reviews that this issue of small rooms or old furniture will always exist. (TripAdvisor 2023). I learned a lot by working very closely with the Supervisor, who really showed me confidence every time he spoke to the guests, his tone, his peaceful manner. There was a small sense of accomplishment as the problem solved and the guest satisfied.
 Evaluation
This experience improved my career. I learnt hotel administration skills including communication, cooperation, and problem-solving by shadowing the supervisor. The supervisor's response to the guest complaint was a good example of hospitality dispute resolution (Ogbeide, et al., 2017). I learnt to listen, empathise, and be transparent with guests.
There were additional obstacles; The Front Office and cleaning department have poor communication. This delayed the room change and may have aggravated the visitor. For hotel services to run smoothly, inter-departmental collaboration needed improved. The experience showed the importance of communication and collaboration in providing excellent customer’s service (Sigala, 2005)
Analysis
[bookmark: _Hlk180226944]By following front desk supervisor as well as the receptionist, I learnt more about the practical skills and technical information that are needed to run a Front Office efficiently. Communication was one of the most important areas of growth. Communication is key to both keeping guests happy and keeping the team on track in the hotel business, especially when you are a manager (Davidson et al., 2011). Ensuring clear, concise communication and empathy is important to getting things done, whether you're talking to guests or other compartments (Hudson and Hudson, 2012). I learned to communicate better, and that helped me express my point of view easily. This skill is very important for dealing with issues from guests or working together with other team members. Working as a team was another important skill I got better at. In a hotel setting, people from different areas, like the front desk, cleaning, and food and beverage services, need to work together. Working together well keeps the hotel running smoothly and makes sure that guests' needs are met quickly (Jones et al., 2016). I learnt how to create a creative environment where everyone on the team can help solve problems and make decisions by watching how the boss worked with different teams. This position made me realise how important it is to lead by example, especially being a manager.
It takes strong organisational and attention to detail skills to handle daily routine tasks like making changes to room bookings and handling payments. I learnt how to organise my work and keep track of time well, which is very important in a busy place like the Front Desk. I learnt how important it is to be proactive about finding possible problems and fixing them before they make guests unhappy.
I also learned about the technical side of hotel management tools. I learned how to use property management software (PMS) to keep track of reservations, update guest accounts, check-in and check-out and many other reports during my role in the Front Office. This technical knowledge is important for anyone who wants to work as a hotel manager because it makes managing guest information and hotel resources faster and more accurate (Mullins, 2001). 
Issue Encountered and Proposed Solutions
However, my stay at the Best Western York House Hotel presented many issues associated with the lack of updated amenities. The property received poor guest scores for old furniture, small rooms and cleanliness (Hudson and Hudson, 2012). Front office staff often had difficulty addressing these complaints effectively because they did not have an up-to-date communication channel with housekeeping and maintenance departments. As a result, any guest complaints about unclean rooms or dysfunctional furniture were then delayed in being rectified, which only made the situation worse. In the light of leadership and organizational theory, it becomes obvious that communication channels must be renewed and clear, and also clear roles must be established to function (Johansson, 2018).
To solve this problem, the hotel needs to improve its digital communication platform that can be accessed by all departments and motivate communication within each department. This would provide real-time computer-driven changes to current cleaning, room maintenance and guest complaint schedules. Second, a preventive maintenance program should be implemented to regularly check furniture and fixtures, replace if necessary to prevent further complaints. Housekeeping staff would also be in the league to reduce complaints if they are regularly trained to maintain high standards of cleanliness. The front office team would have been better equipped to respond to guest complaints and improve the overall experience if they could function well with more modernized hotel infrastructure, high quality of employee performance; thus achieving effective internal communication (O'Fallon et al., 2010).
Conclusion
Working at The Best Western York House Hotel, I learned a lot and developed as a professional. This experience helped me improve my communication, collaboration, task management and customer satisfaction skills. I learned some technical aspects of hotel management tools that would help me in my future hotel management career. Using Gibbs' reflection on my placement helped me identify my strengths and weaknesses. Hotel staff learned the advantage of communicating in real time due to inter-departmental issues. I will use these principles to build teams, come up with ideas and find solutions to problems in the workplace. The skills and knowledge I have learned will be useful in my hospitality career.
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