








Student Learning Log


Managing Hotel Administration (BMIH6004) Winter Term 2024

Student Name: Florinel Marius Guinea
Student No:2108012
Module Lead: Natalie Brailsford

Table of Content
Introduction	3
Discussion	3
Conclusion	5
References	7


[bookmark: _lmbkprpc151m]Introduction
   My experience working as a duty manager in the administrative role of Harlow Hotel has been an extraordinary journey of learning and growth in the field of hotel administration for me. My primary role was to observe the hotel's day-to-day operations and actively participate in administrative tasks. This experience has given me a perfect in-depth understanding of the complexities and intricacies of the hospitality industry. As I carry on with this reflective journey, my aim for this reflection is to critically analyse the experiences that I have had and evaluate their significance. I aim to identify the areas that could help me develop my personal and professional competencies. By reflecting on my time at the Harlow Hotel, I would obtain valuable insights that will inform my future endeavours in this similar field.

[bookmark: _fh1b96fbnefy]Discussion
   The duty manager has a vital role in the day-to-day operations of a hotel. My primary responsibility was to ensure that the functions across various departments were carried out smoothly and that the guests' concerns were addressed promptly, effectively, and promptly (Choi et al., 2022). Acting as a connection between the staff and management. I oversee all the front office, back office, and all other departments and coordinate their activities to maintain a very high standard of service that is required. My responsibility was typically to manage the staffing level, resolve guest issues and handle emergencies. Sometimes, I also had two overseas administrative tasks: billing and reporting.
   I also got involved in the revenue management sales and marketing efforts to optimise hotels' profitability and occupancy. To be clear about my role is an essential aspect of upholding the hotel's reputation and ensuring a very positive guest experience.
   For this reflection, I will be using the Gibbs reflective model. This model consists of six stages: description, feeling, evaluation, analysis, conclusion, and action plan. Each of these factors holds its aspect to explore the emotions and reactions and evaluate the experience in a more standardised way. By implementing the structural approach in this reflection, I may try to understand the learning journey and identify the areas for personal and professional development.


Description:  
   My time at the hotel exposed me to the fast-paced environment of the administration department. Every day, I had to face a new challenge and opportunity. In my first-hand observation, I was involved in ensuring the smooth operation of the hotel. I had to check the guest check-in in the front office and then coordinate with the housekeeping and maintenance teams. Also, sometimes I must do administrative tasks such as managing reservations, handling any guest inquiries and compiling daily reports.

Feelings: At the beginning of my employment, I felt excitement and anticipation. However, as the day progressed, I felt overwhelmed by the number of tasks and the need to juggle multiple priorities simultaneously. To be honest, it was a very stressful environment for me in the beginning. I almost lost all motivation that I had and was feeling like quitting. However, as time passed, I felt slightly satisfied and fulfilled as I successfully resolved the guest issues and contributed to the efficient operation of the hotel.

Evaluation: I accept all the invaluable insight I have gained from the area for further development. While I navigated the challenges and adapted to the fast-paced environment, it took me some time. I now recognise the need to enhance my proficiency in certain areas, specifically multi-tasking and handling unexpected situations more confidently (Pillai et al., 2021). Despite the initial feelings of overwhelm, I now appreciate the support and guidance provided by my colleagues, which facilitated my learning and growth and kept me motivated to keep moving forward. Shortly, I am committed to honing my skills through additional training and seeking further opportunities to apply my knowledge in practical scenarios to enhance my workability.

Analysis: My experience at this hotel will give me a prosperous understanding of the insights of this multi-dimensional world of hotel administration. One of the most mind-bending observations I obtained was the role of effective communication, which is essential for a seamless operation in the hotel. Clear and concise communication among the staff members within and outside departments was paramount to properly addressing gas meets promptly and efficiently (Luo et al., 2020). I noticed that any kind of breakdown in communication always led to delays in the service delivery and increased the customer's dissatisfaction. This shows the importance of creating a culture of open communication and collaboration within the organisation (Liu-Lastres, 2022).
   Even more, I also experienced some importance that is related to time management and prioritisation in the hospitality industry; there are a plenty of tasks that require attention simultaneously. Therefore, it becomes vital for an individual working in this sector to have adequate time management skills. It is essential to maintain productivity and ensure that all critical tasks are addressed promptly (Shi et al., 2024). I was a clear witness to how the ability to prioritise tasks based on their urgency and impact on their satisfaction was instrumented to manage the workload effectively and deliver proper service.
   On top of that, my time at the hotel also taught me how problem-solving skills help an individual advocate these challenges in the industry. A person with good problem-solving ability can resolve the customer's complaints and address operational issues efficiently (Teng et al., 2020). I observed that thinking critically and creatively was essential for overcoming obstacles and finding practical solutions. I learned that adaptability and resourcefulness are critical qualities for success in this industry.

Conclusion: My time shadowing a duty manager at Hello Hotel was a transformative learning experience. Increase my understanding of hotel administration and hospitality management. I obtained practical skills and knowledge to benefit me in my future career and behaviours. Going forward, I am committed to developing my communication, teamwork, and problem-solving abilities to excel in this dynamic and challenging world of hospitality.

Action Plan: I intend to take active steps to enhance my skills and competencies in hotel administration. This starts with seeking additional training opportunities, such as courses or workshops, to develop my understanding of key concepts and best practices in the industry. Later, I plan to actively seek feedback from my mentors and supervisors to identify any areas for improvement. I will also set some specific goals for myself and my professional development. By taking a proactive approach to this development, I can build upon the foundation I laid during my placement at the Harrow Hotel.
[bookmark: _4qv41wmjdwjb]Conclusion
   In conclusion, my experience at the Harlow Hotel was an enriching and enlightening journey for me, from the importance of practical communication skills and time management to the necessity of problem-solving skills and adaptability. I have a love and understanding of the dynamic nature of hospitality operations. Furthermore, I have also understood how reflective writing works with the help of structured reflection using the Gibbs model with a renewed sense of purpose and determination. I am confident that I will work and develop to exceed the industry expectations.
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