Hotel Placement – Managing Hotel Administration

[bookmark: _ofe7h72yvkhb][image: ]


Module Code: BMIH6004
Module Name: Hotel Placement – Managing Hotel Administration
Assessment Title: Student Learning Log
Student Name: Silvana Mihaela Lorencz
Student ID: 2231303


Acknowledge Statement


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










Table of Contents
Introduction	3
An outline of the selected department	4
Reflection on the entire experience in the placement	5
The objectives that are essential to be meet within the placement	6
The significance of work-based aptitudes and knowledge in career development	7
Reflecting on the administrative challenges with the help of the Gibbs Reflective Framework	9
Conclusion	11
References	14



[bookmark: _Toc198216465]Introduction
Efficiently manage administrative processes within various departments, which helps an individual a clear responsibilities and role, by using software and ensuring effective collaboration and communication (Sihombing, 2024). This topic will emphasise the background for understanding their activities done by the side of an individual at the time of hotel placement. The Gibbs reflective framework will be illustrated depending on the experience of numerous departments. Certain effective objectives will be established in this assignment, and the significance of work-based aptitude will be highlighted here. These capabilities guide individuals in reaching success in their professional field; as a result of this, they get various types of opportunities in their future achievements. Therefore, the businesses challenges will be showcased in this situation with the help of effective reflective frameworks.       
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The front desk is one of the most important departments in Indigo in Bath by IHG that assure better services for guests. This is the main point of contact for their customer throughout their stay or any type of service. The front desk team manages check-in, check-out, inquiries, bookings and coordinates with housekeeping and other departments. Moreover, their responsibility is to confirm that they provide a seamless guest experience, and also, they handle billing, local recommendations, and compliance regulations. Their main focus is they drive businesses in fulfilling the demands of the consumers, which enhances the entire reputation of the organisation. There are various types of job roles that consist of such departments, and multiple types of aptitudes are required for this job, like communication, guest management and more (Jetson, 2024).           
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During my placement at the front desk of Hotel Indigo in Bath was an enriching and insightful experience. Working in this hotel helped me develop a strong understanding of this department's operation and its responsibilities. Moreover, it is one of the most important departments as it delivers outstanding guest service, which helps the company to maintain their brand reputation in the market. After working in this department, I became confident in using hotel management systems like Opera PMS and learned how to handle guest queries efficiently and quickly. The team was supportive and promoted positive learning circumstances, as it helped me to learn all the work quickly. Through this, I also gained valuable insights and experiences in multitasking, working closely with other departments, and international guests to assure smooth business operation. This placement project strengthened my problem-solving and communication skills and also deepened my appreciation for this role. The Front Desk plays the most important role in shaping the guest experience and brand reputation in the market. Overall, it was a rewarding opportunity which has greatly contributed to my professional and personal growth and development (Mello et al., 2021).            
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· To analyse communication aptitude by proper interaction with my colleagues and managers within 5 weeks. 
· To enhance the problem-solving aptitudes within 3 weeks of my internship by collecting information and sharing experience with my seniors.
· To increase technological skills through appropriate practices and develop important approaches within 7 weeks.  
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Enhance employability
Developing job-related aptitudes and knowledge helps to increase these aptitudes and professional readiness. Making individuals more competitive in the job market. Moreover, it focuses on work-based knowledge and skills that are important for career development. This involves acquiring industry-specific aptitudes such as teamwork and communication, and constant learning to stay relevant in the employment market. Work-based learning opportunities such as apprenticeships and internships are helpful for bridging the gap between practical and educational application. These experiences support individuals in developing essential skills to gain real-life knowledge, which ultimately increases job opportunities (Campanella, 2025).    
Increasing customer satisfaction
The work-based aptitudes are most essential for handling the customer satisfaction rates by providing their preferred services. Effective interaction helps in understanding their potential audience preferences and other capabilities which drive individuals in developing proper service to the customers. Moreover, in this procedure, the expectations of the consumers with numerous demands can be attained and quickly resolve the issues. This includes training in some areas such as active listening, empathy, problem-solving and communication, which help them to better understand and quickly address consumer demand. Further to individuals' professional knowledge, companies should implement tools which streamline consumers' interaction and provide a customised service, which can increase their satisfaction rate (Abdo, 2024).     
Making efficient decisions
This is essential for professional development as it directly affects performance, professional advancement and the capability to efficiently contribute to an organisation. Effective decision-making consists of analysing the situation, determining options, evaluating potential results, and making an appropriate choice which aligns with the business values and goals. Strong decision-making ability helps individuals to make accurate and timely choices, which lead to positive outcomes and enhance performance in their roles. Therefore, leaders who identified the capabilities to make relevant decisions are frequently seen as more competent and confident, that can lead to opportunities for professional development and increased responsibilities (Forbes, 2024).  
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Description
During my placement at the front desk of Hotel Indigo in Bath, one of the core challenges I experienced was management style and lack of communication between departments, particularly the front desk and housekeeping. This frequently led to delays in solving guest issues and room readiness, that builds frustration for those customers who are waiting for their rooms and adds pressure on the front desk team (Main, 2023).   
Feelings 
At the beginning, I felt stress and a lack of confidence as I had managed customers’ experiences and queries. As it is my first placement as a front desk in the hotel so I have less knowledge and information regarding this job role. Moreover, at the time of my training, I felt nervous if guests became upset due to their service and delays, because it directly impacts the hotel's reputation in the market.  Moreover, in the early days, I felt overwhelmed by the sheer number of tasks and information I needed to absorb. I was not sure if I could be able to keep up, and I felt a certain lack of confidence in some of my abilities. This nervousness often translated into moments of self-doubt, especially when I made mistakes. I distinctly remember one incident where I misunderstood a guest’s complaint about their room and didn’t handle it as smoothly as I would have liked. At the time, I felt embarrassed and frustrated with myself for not handling it more professionally. However, as I reflected on this, I realised that these feelings of frustration were tied to my own internal expectations. I was holding myself to a high standard, wanting to prove my capability right from the start, and when things didn’t go as planned, I felt like I had failed.    
Evaluation 
Although the front desk team gives their best to communicate updates, the lack of timely responses from the housekeeping team. It made it difficult for them to give proper information regarding their services and rooms.  As a result, it negatively affects guests' satisfaction and team morale. Using Kolb’s Experiential Learning Cycle, I can see that my placement was, in many ways, a direct example of concrete experience. The interactions with guests, staff, and the hotel’s operational dynamics gave me hands-on learning that textbooks alone could not provide. However, upon reflection, I noticed that my reflective observation wasn’t as critical as it could have been in the moment. I was often so absorbed in the task at hand that I didn’t stop to question the why behind certain hotel practices or my own behaviour. Kolb’s emphasis on active experimentation also resonates here, after some of the mistakes I made, I now see that a more thoughtful approach to problem-solving could have yielded better results. 
Analysis 
The root of the issue was poor interdepartmental communication and the absence of a consistent system to update room status. This made me realise how essential coordination is for smooth hotel operations. As a front desk executive, I am responsible for providing proper and correct information and services to our potential customers. Vygotsky’s Social Development Theory also resonates with my experience, especially in terms of the learning that occurred through social interaction. In moments of doubt, my colleagues and supervisors were crucial in providing me with the guidance and feedback I needed to improve. Reflecting on this, I recognise the importance of the Zone of Proximal Development I was often pushed to take on tasks that were slightly beyond my existing skill set, but with support from others, I was able to successfully navigate those challenges and grow. Without this scaffolding, I don’t think I would have been able to fully realize my potential during the placement.
Conclusion 
I learned that even a strong one individual performance cannot make up for weak organisational systems. Better use of various tools and daily interdepartmental meetings could support me resolve such issues. Throughout this course, I learned how to efficiently maintain effective communication, which helps me to improve my future career perspective.    
Action plan 
During this placement, I determined that I have some skills gaps which I need to develop to achieve my academic and professional goals. As a result of this, I will  implement a real-time room status board accessible to both encouraging pre-shift and department briefings. I will also focus on enhancing my assertiveness in communicating with my co-workers and teams, which uplifts guest services. These all will help me to improve my performance and meet the objectives of the growth in a planned manner (Main, 2023). 
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Overall summary 
The student log provides an overview of the Hotel Indigo in Bath, and it has showcased the reflection on the knowledge gained during this placement within the company. Learning objectives have been illustrated in the assignment which needed to be meet. This has also identified the significance of work-based learning and professional knowledge, along with the issues encountered during my internship. Moreover, in this context, Gibbs’ reflective cycle has been implemented for understanding the individuals' knowledge and experience gathered by the placement project. Also, an effective action plan has been developed in this project to overcome the skill gaps.   
Action plan for reaching professional growth 
	Skills to be developed
	Resources needed
	Ways to measure
	Future implications
	Time scale

	Communication Skills
	Effective communication skills, I will need resources for feedback, practice and learning. This includes opportunities to communicate, training materials and use platform where I receive proper feedback. 
	This will be measured by taking proper feedback from my seniors and team leader, which will help me in tracking its progress (Tsiligiris et al., 2021).
	It will help me to understand the customer preferences and the challenges encountered by them. Also, overcome the confusion regarding my work process. Effective communication fosters smooth operations, enhances guest satisfaction, resolves conflicts quickly, and builds strong team dynamics.  
	3 months

	Problem-solving Skills 
	For promoting these skills, brainstorming and investigation of the core cause will be needed.
	This will support me in enhancing the efficiency of the work process. Also, help me in developing different mitigation strategies to improve my performance. 
	It will guide me in resolving the issues in the professional aspects and collecting proper knowledge about the work process. This will reduce the challenges in the workspace of the companies (Gardenia et al., 2021). Strong problem-solving skills will enable me to take quick decision-making, enhance guest satisfaction, improve operational efficiency, and support career growth in hospitality.
	6 months

	Technological Skills
	I will attend different types of workshops, use self-study materials and mentorship from a professional and collaborative learning environment.
	There are various tracking tools in the market which will be utilised to measure their improvement (Rodrigues et al., 2021).
	These will help in providing satisfactory services to the consumers, which will also give numerous opportunities in career development. 
	9 months
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