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Introduction
This reflective learning log will look at how I have developed as a professional in my Level 6 placement at The Whitehouse Hotel in Worcester, where I shadowed the Deputy Manager and assisted in the administration activities in the Front Office department. The Front Office deals with reservations, guest check-ins and check-outs, room allocation, and communication between the housekeeping and maintenance departments, and also addresses the questions and complaints of the guests. According to Vallen and Vallen (2014), the Front Office is the heart of hotel communication and the coordination of administrative systems and communication with the guest. This position gave me a chance to test my theoretical degree knowledge in a real hospitality setting and refine my skills acquired in the Level 4 placement at Delta by Marriott Bristol City Centre, where my duties were predominantly operational guest service. In order to examine two placement experiences and assess my professional progress, this learning log is designed in accordance with Gibbs' (1988) Reflective Cycle.
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Figure 1: The Gibbs Reflective Cycle (Nurlatifah et al., 2023)
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My Level 6 placement at The Whitehouse Hotel in Worcester exposed me to two major operational scenarios that revealed how hotel administration is crucial in improving hotel operations. The first case is a maintenance and safety problem in the restaurant premises, whereby a part of the floor was temporarily repaired with hazard tape over a long duration. Since the temporary repair has formed a possible safety hazard and given the restaurant a negative look, it is located in a high-traffic area where the guests and staff are to work. When the problem was discussed with the maintenance team (the team was composed of an experienced technician and a junior apprentice), it turned out that the delay in completing the repair was not based on the technical constraints but was rather caused by the absence of prioritising tasks.
The second case was experienced when Microsoft Azure went down across the entire world, which led to the unavailability of the cloud-based hotel reservation system. Since the hotel was using this digital system to do its reservations and room allocations, the failure inflicted immediate disruption to its operations. Employees could not check in, check out, or check the available rooms effectively. When I was shadowing the then Deputy Manager, I helped the management team in coming up with short-term solutions that would enable front office operations to proceed.
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My preliminary response to the maintenance problem that I noticed in the restaurant was that I was not sure whether I was the right person to take action as a placement student. Nonetheless, my earlier work experience in Delta by Marriott Bristol City Centre already showed the necessity of keeping the highest operational standards in guest areas. This experience enabled me to be brave and bring up the issue with the maintenance team and talk about potential solutions to the problem.
When Microsoft Azure went down, the environment at the front desk was highly strained since guests still came in the reception, but the reservation system was not available. I was worried that the distraction may be counterproductive to the experience of the guests and may impose more pressure on the staff members. Nevertheless, this situation was also an opportunity to use the skills of problem-solving, which I gained in the course of my studies.
Having experienced these moments allowed me to realise that operational issues might affect the morale and satisfaction of the staff, as well as guests. Felce (2019) states that reflective learning in the work placements enables students to turn uncertainty into career development through analysis of actual experiences in the workplace under a critical approach.
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The two cases presented effective learning experiences on the connection between administrative decision-making and reliability in running a hotel. The maintenance problem showed that preventative maintenance is crucial in ensuring the safety of the guests and service quality. Preventative maintenance enables organisations to implement preventive actions on potential failures prior to impacting their operations or customer satisfaction (West et al., 2024). With the focus on repairing and aligning the maintenance team, the possible hazard risk was eliminated, and the restaurant facilities were returned to an acceptable level of operation. 
After this scenario, some guests complained about the room heating system, even though this was newly fitted. To solve this problem, I introduced an audit of preventative maintenance and created a checklist which is to be filled in by the maintenance team to examine all the heating units within the hotel. This was a strategy that incorporated the principles of Service Operations Management that show the relevance of keeping track of the operational processes to ensure the services are reliable (Johnston et al., 2012). 
The Microsoft Azure failure also emphasised the impact of digital systems on hotel management. Although the staff reacted positively to the incident, the lack of a contingency process has shown a lapse in resilience in operations. The introduction of a manual reservation logging system also meant that the services of the guests could be conducted throughout the disruption.
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These experiences illustrate the need to have organised administrative systems and active leadership in the hotel operations. Zemlina et al. (2023) also argue that the reliability of service in hospitality organisations is determined by the presence of good department coordination and outlined operational processes. The time lag in the process of fixing the floor of the restaurant demonstrated the way in which reactive maintenance practices may pose safety hazards and affect the way the guests perceive the quality of the services. My focus on the repair and the team organisation of the maintenance team ensured that I used the preventative maintenance concept presented in my Level 4 module in Hospitality Operations Management. The preventive maintenance policies allow hotels to ease the interference of operations, maintain service delivery, and secure the physical resources (West et al., 2024). 
On the same note, Microsoft Azure outage proved the operational weakness, which may appear when there is a high dependency on digital systems in hospitality organisations. Although technology enhances efficiency, it is also a source of vulnerability to hotels, which may face disruption in operations due to system failures (Buhalis et al., 2024). Using the acquired knowledge through my Level 4 Front Office Management module, I helped to introduce a manual reservation logging system to sustain the services to the guests during the outage. This case illustrates the use of theoretical knowledge received during academic learning in the context of effective professional judgement in an actual hospitality setting.
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On the whole, my Level 6 internship at The Whitehouse Hotel enhanced my knowledge of hotel management and decision-making in operations. I gained more confidence in solving operational problems and practically applying theoretical knowledge compared to when I was at Level 4 at Delta by Marriott Bristol City Centre. Through these experiences, my leadership, problem-solving solving as well and communication skills were enhanced to help me achieve my long-term objectives of advancing into the management of a hotel. 
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The action plan described below contains realistic measures and actions to enhance efficiency within the operations, departmental communication, and service reliability, based on the knowledge I have acquired during the course of the placement.
	Action
	Steps & Rationale
	Timeline
	Industry Best Practice & 
	KPIs

	1. Preventative Maintenance Tracking
	Implement an electronic checklist platform to track maintenance problems and focus on repair tasks in guest rooms to avoid risking safety and disruption of services.
	Within 2 weeks
	Aligns with preventative maintenance practices in hotel operations (Marques et al., 2022). 
	Minimisation of unresolved maintenance problems (Crăciun et al., 2023).

	2. Technology Contingency Procedures
	Develop a manual reservation logging protocol and train front desk staff to operate during system outages.
	2–3 weeks
	Supports operational resilience in digitally dependent hotels (Ng & Salikon, 2022)
	Uninterrupted check-in process during system failure (Yitian, 2024).

	3. Department Communication Huddles
	Implement short daily coordination meetings between the front office and maintenance teams.
	1 week
	Improves service reliability through better interdepartmental communication (Johnston et al., 2012). 

	More expedited service of operational problems (Barber et al., 2023).
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