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Reflection on Experience and Personal Development
In this learning log, I will be reflecting upon my experience at the Hotel Back Office while on placement at Premier Inn Aberdare and using Gibbs Reflective Cycle of 1988 to set the foundation of my learning log (Gibbs, 1988). The administrative system Premier Inn incorporates in the Aberdare site was demonstrated to me by the deputy manager who runs the site. I was able to shadow her work and observe tasks from payroll, creating rotas, sales, and Human Resource related topics like holiday requests, how to log in sick days, and the importance of effective training every staff member receives. I was also fortunate to observe a review of a staff member and witness the appraisal system in which not only work performance is discussed but the mental health and well-being of the team member are valued.
The learning objectives I set for myself during the ten weeks were to gain as much knowledge and insight about the reality and workload of a managerial role by asking questions, completing online training modules, and exploring the various aspects of working within different departments and what it takes to make the daily operations to run smoothly.
Upon starting at the Premier Inn, I felt like I was able to praxis the theory I have learned throughout university and apply it to real-world practice from a manager’s perspective. That said, the deputy manager equipped me with knowledge and understanding of her role within the hotel and what it entails. The deputy manager provided me with all the information I needed to carry out my roles during my time at the hotel, encouraged me to do my best, and always checked in on my performance and well-being. The style of leadership that was displayed empowered me to take charge of my experience and be able to take advantage of getting the best out of my placement, discover more about Premier Inn, improve my confidence, and learn new skills.
Critical Analysis of Work-Based Skills and Technical Knowledge
Throughout my time at the back office of Premier Inn. It allowed me to understand the importance of having a strong team with an effective leader who cares about the team members. Premier Inn advocates for diversity, inclusivity, and mental health with their ‘Force for Good’ scheme (Premier Inn, 2024). Hall (2014), explains that:
“employees who feel valued and appreciated by their leaders are more likely to go above and beyond for the company.”
Another theory to support the system Premier Inn management appears to implement is similar to Adair’s ‘Task, Team, and Individual Needs.’ This is whereby the manager understands the task at hand and knows everyone has to work towards the common goals, then it is building a team that is cohesive and united to achieve the goal together to company policy and standards, it is then followed by individual needs which relate to psychological and physical needs of each team member being recognised for their work, having a sense of belonging within the team and being able to be part of something worthwhile (Adair and Neil, 2008, pg. 136-137), (Mcleod, PhD., 2024).
Furthermore, throughout my placement, I have noted that managers are under pressure to meet targets for topics like positive reviews and how they address negative ones. For instance, a guest complained about noisy air conditioning in a room they were staying in and left a review. This prompted the manager to print the review, respond to the guest, and place it on the notice board for everyone to see. The issue was fixed within a few days. The manager shows a genuine passion and concern for making sure the hotel and the team members are running at their best from ensuring rooms are well maintained, team members receive up-to-date training and reviews are put in place to help improvements and appraisals. This type of management of the hotel can be likened to McGregor’s Theory Y, whereby MindTools (2024), explains a team “who are motivated, takes pride in their work, and see it as a challenge” will be more likely to participate in decision making, help them to grow in the business and see managers allowing their team to take ownership of their work with the appropriate guidance (McGregor, 2006, pg. 169-170).





Reflection on Organisational Issues
While shadowing the deputy manager in hotel administration on placement, it was brought to my attention that Premier Inn is in the process of enrolling a new Opera Cloud PMS system to streamline its operations better. The site I was in had the new update and I heard a few receptionists mentioning they have found it difficult to adjust to the new change in software and some could not understand the need for change when the old PMS system worked fine. Also, they mentioned it has had an impact on their bookings system as they are no longer able to make reservations for rooms over the telephone anymore, team members now have to inform guests when they ring to try and book directly with the hotel, they would have to ring the bookings call centre or reserve a room online, which can cause frustration for some guests.
It is expected when a company seeks to go through a change to meet constantly changing technological and economic developments in the industry, that people will need time to transition into new procedures, policies, or methods (Indeed, 2023). A theorist that could be implied in this situation to help aid with change management is Lewin’s Change Management model (Lewin, 1951), which is in three steps: “Unfreeze, Change, and Refreeze.” This method reinforces the need for change, such as a nationwide email to staff and previous guests who have stayed at Premier Inn and a staff meeting to explain why changes are vital, distributing a message on social media platforms to inform guests of these changes. Providing support, training such as enrolling a new module on the Academy Online, and rehearsing scenarios to help improve productivity and readiness for guests' expectations and efficiency. Then into the refreeze stage where the new is the norm and needs to be monitored for any inconsistencies (Bakari, et al., 2017, pg. 157, 159-160).
 




Future Action Plan
	Target
	Action Plan

	To gain further in-depth insight into the daily operations of a managerial role in the department. 
	Always ask questions, keep up to date with any training and courses provided, and build the experience and knowledge to become a manager.

	Develop my characteristic traits to become an effective leader.
	Consider theoretical academic theorists and adopt best practices where possible, take courses and training to manage people, and learn how to get the best from colleagues.



Conclusion
Upon reflection on my placement, I can successfully say that I have shadowed the manager of hotel admin in the back office of the hotel. I have gained an insight into most of their background work to see how it benefits the company and the hotel. It has also given me the confidence to strongly value and recognise the physical and mental well-being of team members, which has a direct influence over productivity and job satisfaction, where you will see the best in your employees if you show you care and treat them fairly. 
Having a passion for hospitality and being able to learn from the deputy manager has given me a confidence boost and has equipped me with some knowledge of what to expect from my future job roles. However, I have recognised I need to acquire more on-the-job experience and further skills to be fully competent and confident in a role as a manager and to lead a team, which I will continue to work on.
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