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[bookmark: _Toc213846989]Introduction
The Level 6 placement I had at Novotel Milton Keynes made me shift the on-top operation work that I had prepared in past years to an administrative and supervisory role in Reception, as well as the Food and Beverage departments. Working together with Arun (Manager -Reception), Ivan (Manager -F&B), and Omar (Receptionist), I was introduced to the front-office operations concerning revenue management, guest satisfaction, and service delivery. The most important tasks that I performed were check-in and check-out, guest queries, cash and system reconciliation, housekeeping coordination, and helping the restaurant during the peak periods. The reflection reflects my growing professionally at the current moment, and the reflection about my experience at the same property (Level 4) where I mostly did service work under supervision. It considers how theoretical knowledge of models in communication, leadership, and service quality can be applied to inform the day-to-day activities within a hotel, in influencing the professional competence and judgement in accordance with Gibbs' Reflective Cycle.
[bookmark: _Toc213846990]
Main body
[bookmark: _Toc213846991]1. Description
My placement experience at Novotel Milton Keynes taught me the administrative and emotional skills through various issues related to the guests. In one of the cases, the family was unable to have a warm room overnight. Following the lead of Arun, I apologised, provided a heater, free breakfast, and moved them after maintenance proved that there was a faulty thermostat (ASET, 2017). On another occasion, a customer of the restaurant complained about the cashless policy of the hotel after attempting to pay for water. On discussion with Ivan, I decided to pay the room bill in a polite manner. The third incidence was a vegan breakfast demand, without giving notice in advance, which required the liaison with F&B. Such instances enhanced my cross-departmental decision-making, empathy and adaptability in operation.
[bookmark: _Toc213846992]2. Feelings
Initially, I was stressed because the family was complaining of a cold room, yet I remembered my Level 4 case of allergies when I became calm, and professionalism was preserved due to this calm communication (Felce, 2019). Arun recommended that one should put oneself in the position of another person and then take action, which helps to relieve the tension and creates confidence in me. The case of the cashless-payment dispute and Ivan demonstrated that policy and reputation are safeguarded by being clear and respectful. These teachings helped to enhance my emotional resilience, patience and influence to change dissatisfaction into trust.
[bookmark: _Toc213846993]3. Evaluation
The outcomes of such events emphasised the strength of collaboration and good communication. Quick coordination between Reception, Housekeeping, and Maintenance helped address the issue with heating with impressive efficiency, providing breakfast as a successful service recovery (ASET, 2017). The cashless payment problem enhanced my understanding of policy communication. Nonetheless, there were setbacks, including the failure to explain the payment systems to the guests upon their check-in, as well as the lack of dietary preferences in the bookings. The necessity of pre-arrival coordination was revealed. Front-office employees need to be more knowledgeable about the restaurant's processes and expectations of the guests. Even with these shortcomings, with professionalism and empathy, complaints did not go beyond the hotel walls to be aired out, and this validates the point by Hagg (2013) that effective recovery and transparency have a direct effect in terms of guest satisfaction, the operational strength of a hotel, and the service reputation of the hotel.
[bookmark: _Toc213846994]4. Analysis
These accidents demonstrated how the hotel subsystems were connected, which is in line with Systems Theory (Vallen and Vallen, 2014). Even a minor servicing problem can create a logistical disruption to the experience of the guests, which explains the interdependent nature of operations. By using Herzberg's Motivation Theory, I appreciated the fact that proactive decision-making was promoted by the empowerment and trust of the supervisors (Diwan, 2025). I was also able to investigate reasons and apply solutions in comparison to Level 4, when I merely adhered to instructions. I went through the reflective model by Gibbs and came up with preventive measures, which included better maintenance checking schedules and more effective templates for communicating with the guests. I have analysed the Opera PMS reports and observed that there was a positive feedback increase of 8 per cent after proactive recovery (Wood, 2013). These experiences have built my analytical supervision as these changes have moved away from the aspect of reactivity to preventative management, people, process and technology integration to achieve operational excellence.
[bookmark: _Toc213846995]5. Conclusion
These experiences have enabled me to develop an overall perspective of hotel administration that incorporates technical skills, emotional intelligence and decision making. Novotel Milton Keynes front-office management is no longer transactional but requires making decisions in a pressurised situation, teamwork, and system awareness. Excellence is a combination of rational analysis, i.e. data auditing, financial control, preventive maintenance, and human aspect, i.e. empathy and effective communication (Talukder et al., 2025).
I coordinate, evaluate, and improve processes, as opposed to when I primarily gave tasks, which was the case in Level 4. These events proved that sustained quality is based on continuous loops of reflection and feedback. I also identified that the comfort of the guests and policy transparency should be a thing of priority. The cashless-policy case highlighted the importance of pre-emptive communication, whereas the vegan-breakfast case demonstrated the importance of pre-empting the needs of guests. They all reiterated the fact that operational excellence should be based on the triad of people, process, and technology, which are combined through active supervision and reflective practice.
[bookmark: _Toc213846996]6. Action Plan / Development Strategy
1. Strengthen system and data proficiency
Attend Opera PMS and OTA-interface refresher sessions; shadow Reservations to learn synchronisation and maintenance logging procedures. Supervision by Arun; property training modules. Improved booking accuracy, faster maintenance response, and readiness for the Duty Manager role.
2. Advance leadership and decision-making skills
Participate in daily departmental briefings; volunteer to lead minor service-recovery cases under observation (Guix & Lotfi, 2025). Feedback from Arun and team will be the support. Increased confidence, delegation, and conflict-resolution ability is the expected outcome.
3. Improve guest information communication
Update pre-arrival templates to include payment policy and dietary preference questions. To support, collaboration with Ivan and the reservations staff. This will achieve fewer misunderstandings, higher satisfaction scores.
4. Integrate cross-departmental coordination
Goal: Create a weekly checklist linking Reception, Housekeeping, and F&B for events and maintenance priorities. Support to achieve the goal: joint meetings with department heads. We expect greater interdepartmental awareness and seamless guest experience.



5. Apply reflective learning continuously
The goal is to maintain a digital reflection log after each shift using Gibbs’ prompts, review monthly with mentor. Self-monitoring: mentor supervision are resources to use. The expected outcome is habitual critical thinking and transferable analytical skills.

These measures are in line with departmental objectives of efficiency, guest satisfaction, and employee empowerment, which prepare them to undertake progressive managerial roles.

[bookmark: _Toc213846997]Conclusion and Development Plan
The placement in Level 6 at the Novotel Milton Keynes has helped in transforming the level of my operational executing level to a supervisor competence level. This argument revealed that cold-room complaint, the issue of cashless payment, and the issue of vegan breakfast request are made on the basis of practical choices which are constructed on the models of service-quality management, systems thinking and motivational theory. The Level 4 placement gave me more freedom in analytics, through which I now have the ability to find problems, remedial measures, and analyse the outcome with data. To become a better person through data-based management, I would in the future train on analytics, polish leadership and mentorship skills to guide and lead junior employees, and maintain a reflection practice in order to become better immediately. The task of the administration of contemporary hotels is to be extremely accurate and yet human. The keys to the transformation of the efficiency of operation into the competitive hospitality industry, strategic and guest-focused competitive advantage are continuous education, flexibility in technological application and critical thinking.
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