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[bookmark: _Toc181974246]Introduction
At Premier Inn, the administrative departments are one of the crucial factors that support the hotel services which include reservation, invoicing, and accounting. During my 10 weeks’ practical affiliation, I observed different activities in the Front and Sales Office based on the operations and customer relations of a hotel. In this position I was able to see the coordination functions that are very important in the everyday functioning of Premier Inn and improve my professional competencies in the sphere of effective functioning in the environment of a large and developing hotel company.
Learning Objectives:
· Acquire practical knowledge about how the Front Office and Sales Office work within an organization.
· Learn the application of professional skills in communications with guests and other employees.
· Optimising the prioritization of a task and the time management in the hotel setting.
· Discover what general abilities are important to know and practice in hotel management: from the use of a booking program to report instruments.
· Establish a basic knowledge about the supervisory element in the administration of hotel tasks.
[bookmark: _Toc181974247]Section 1: Reflection on Experience and Personal Development using Kolb’s Experiential Learning Cycle
Kolb’s Experiential Learning Cycle (1984) offers a structured approach to reflection through four stages (Hayes, Ninemeier and Miller, 2017). These are Concrete Experience, Reflective Observation, Abstract Conceptualization, Active Experimentation. I was able to use this model to reflect the practice I had whilst shadowing a supervisor at Premier Inn and come up with areas of both professional and personal development.
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Kolb’s Experiential Learning Cycle (Huo et al, 2021)
· Concrete Experience: I had my placement in Front Office under a supervisor in which I used to study and engage in daily organizational functions. Such tasks included registering guests and checking out, responding to inquiries as well as confirming rooms’ readiness by coordinating with the housekeeping department. In the second company, which is called Sales Office, I discovered the process of monitoring room occupancy and creating materials for affiliated online booking services. This journey gave me an insight into some of the activities needed to achieve Premier Inn service delivery.
· Reflective Observation: It helped me understand how the supervisors carry themselves when they’re dealing with guests and the staff, so professionalism and consistency should be maintained all the time. Observing that my supervisor used to calm temper effectively, I also saw how he minimised guests’ anger when the room was not ready on time. I observed myself analysing how I could enhance my method in handling customer service to mirror the method they applied.
· Abstract Conceptualization: This helped to emphasize the effectiveness of communication when working in the administrative positions particularly while passing information from one department to another. They avoid confusion and help in providing positive management to guest expectations during the communication process. This is in line with the hotel’s objective to maintain an average level of guest satisfaction (Gallo et al, 2018). Moreover, this experience let me discuss, relying on Kolb’s model, such key aspects of service quality as guest-centred service and operations efficiency, which I studied during the courses prior to the practical one.
· Active Experimentation: Considering these observations, I ensured to change my communication behaviors and deliberately began to apply new behaviors such as questioning the needs of the guest and reiterate information to the guests. I also enhanced the working time management strategies where I had to align guests’ inquiries with other administrative responsibilities. These changes were helpful and established more confidence and flexibility, especially when the traffic is more at the front desk.
[bookmark: _Toc181974248]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
The placement at Premier Inn reinforced many important work-related skills and technical knowledge applicable to administrational positions. Regarding task organizing and planning of responsibilities, communication, and high-pressure applications, all these were central in ensuring that consistent guest service delivery was achieved (Huo et al, 2021). For instance, when I was performing data analysis for Premier Inn’s booking system, I was recording the status of the guests and their respective rooms. Such technical efficiency is important in the hospitality industry where customers’ expectations of value depend primarily on correctness and speed.
Also, knowledge regarding customer service constructs including SERVQUAL which is a tool for measuring service quality based on five factors; reliability, responsiveness, assurance, empathy, and tangible attributes provided me with an idea of the Premier Inn’s standards we were striving to achieve. How my supervisor was able to meet each of the dimensions through enhancing communication with the guests and ensuring proper check-in showed applicability of the above-mentioned theory within the real world setting of hotel management.
[bookmark: _Toc181974249]Section 3: Reflection on Organisational Issues
During my placement, I encountered a recurring issue: a lack of coordination between the Front Office and Housekeeping when occupancy levels were high. This misalignment produced negative results in delays in room preparation and occasional guest complaints due to the delay. Therefore, front desk agents had to invite guests and help them to set their expectations, which strained the general team’s productivity and staff’s satisfaction.
This experience taught a lesson of integration where different departments within an organization must work hand in hand to ensure smooth flow of work. My supervisor approached this problem by setting up a manual system for real-time updates of rooms status though I think there is room for improvement here and fully automating the process would be even better.
Proposed Solution: My suggestion therefore would be to implement digital platform where Floor staff and housekeeping department could freely check room status. Such a solution would eliminate extra contacts by reducing the time guests have to spend waiting and increase satisfaction. Besides, using Tuckman’s stages of group development, it might also improve teamwork and communication so that people will not get annoyed or frustrated during high traffic periods (Bortoluzzi et al, 2020).
[bookmark: _Toc181974250]Conclusion and Action Plan
Remaining at the Premier Inn helped me to understand various skills and body of knowledge that are required in management posts in a hotel. The Kolb’s Experiential Learning Cycle helped me to understand the value of the experience and pointed to communication, flexibility, and performance of tasks as the significant aspects of an administrative position. This enabled me to understand the kind of challenges the officials in the hospitality sector face to apply the right strategies to overcome those challenges, which in turn has made me develop passion in the hospitality sector and focus myself towards attaining a position within the hotel operations and administration.
Bringing into use the skills that are acquired in the future, I must make sure I have mastered the operations of the property management applications that most hotels apply in their everyday operations. I shall also pay to interpersonal skills which are crucial in mediating guests and teams/individuals. Thus, I individualize the following areas for improvement so that I could successfully prepare myself for possible supervisory positions in hotel administration as well as make valuable contribution to future hospitality teams.
For enhancement, I will attend professional development courses relating to customer relations and communication with team members for enhanced ability to address guest relations as well as to coordinate the team’s efforts. I also will try to find supervisors to talk to and gain knowledge about important matters and how to manage operations and offering support to colleagues. Also, I should engage myself more in situational exercises and simulations of several usual incidences facing incumbents in administrative positions. These are long term goals that I will establish to be certain of making successive achievements in those fields as I foster my career in hotel management. I will set monthly goals for these ones to be sure what I am doing and modify them on the right track as I establish my career in hotel management.
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