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Reflection on performing a managerial role within the hotels administration
In this reflection, I will use Gibbs' Reflective Cycle (1988) as a framework to evaluate my managerial experience in present and past managerial roles.  Gibbs' model outlines six distinct parts: description, feelings, evaluation, analysis, conclusion, and action plan, will guide this reflection. I will examine how this experience has advanced my professional growth, particularly by strengthening the work-related skills and technical expertise necessary for maintaining high standards of guest service.

1. Description
There is no better way to perform this reflection than to refer to my previous and current experience as a Front Office Manager at Regency Park and Cricklade House Hotels in Swindon and Thatcham respectively; and also my current position as Hotel Manager for Travelodge Chippenham M4 East and West hotels.  While at Cricklade House and Regency Park, I utilised the Reslynx Property Management System (PMS) to oversee front desk operations, including reservations, check-ins, and check-outs. Moving into my current role as Hotel Manager at Travelodge, I transitioned to using Opera Cloud, a more comprehensive PMS platform that supports various management tasks from remote operations. My responsibilities have included closing shifts, ensuring accurate cash reconciliation, training front office staff, and managing emergency fire procedures.
2. Feelings
I felt both motivated and challenged in handling these diverse front office duties. Operating the Reslynx PMS at Regency Park was initially technical, but it gave me a solid foundation in using digital tools to enhance guest service. I had used Opera before while working with Marriott in Aruba so I felt more comfortable using Opera Cloud at Travelodge which I felt provided a broader platform that allowed me to manage operations efficiently, even remotely. The shift in technology, coupled with the high accountability in closing shifts and fire safety, has been both rewarding and demanding, reinforcing my commitment to accuracy and proactive team management.  
Having successfully applied for the hotel manager position, I naturally had feelings of elation, but also some slight trepidation that I was ultimately responsible for the success of the hotel operations and a team of 25 people. Reflecting on this journey, I feel a sense of accomplishment in achieving a balance between my managerial duties and my academic development. My role requires resilience and adaptability, especially during peak periods or when handling staffing shortages or unexpected guest issues. At times, managing online reviews has been challenging, as I know that even a minor complaint can influence the hotel’s reputation. However, these moments also fuel my commitment to continuous improvement and motivate me to use both my academic knowledge and field experience to enhance guest satisfaction and team performance.
I have at times felt a sense of frustration when team members fail to understand or adhere to Travelodge policy but I understand that whenever such a failure does occur I need to take the ultimate responsibility. This has made me appreciate the need to have very clear communication with my team and being able to define and record their roles, responsibilities, skills, reporting structures, to then establish a staff management plan (PMBOK Guide 2013).

3. Evaluation
The opportunity to work with both Reslynx and Opera Cloud PMSs has been advantageous, as each system has enhanced my technical proficiency and operational insight. Using Opera Cloud, for example, I found it easier to maintain real-time access to reservations and guest profiles, which has streamlined the check-in and check-out process and reduced the chance of overbookings (Gursoy & Chi, 2021). The challenge, however, lies in the responsibility of closing shifts and cash reconciliation, which requires meticulous attention to avoid discrepancies. This role has shown me the importance of clear procedures and has reinforced my ability to instil accountability within the front office team (Ansah, Blankson & Kontoh 2012).
4. Analysis
Analysing this experience, I recognize that these responsibilities have developed my technical, managerial, and interpersonal skills. Managing front office operations demands precision, particularly critical in handling cash reconciliation at the end of each shift, as emphasised by Baum & Hai (2022). Training and coaching staff on the PMS systems and front office protocols have also enhanced my leadership abilities, enabling me to foster a more cohesive team dynamic, essential for high-stress situations like peak check-in times (Lashley & Morrison, 2021).
The integration of fire safety management has underscored the importance of regulatory compliance and emergency readiness. Managing fire drills and ensuring that staff understand evacuation procedures are vital, as Cheng & Choi (2019) has suggested that well-coordinated safety protocols enhance both guest trust and team.  Additionally, my academic background has provided me with insights into effective communication strategies and emergency preparedness, which have been invaluable in ensuring a safe environment for both guests and staff.
The interplay between my academic background and work experience has been pivotal in honing my professional skills. For example, my studies on service quality management have helped me understand how small adjustments in operational efficiency can positively impact guest satisfaction and encourage positive online reviews (Kotler, Bowen & Baloglu 2021). Furthermore, theories on transformational leadership have supported my development in managing staff morale and performance, especially during peak seasons when motivation can wane. The ability to motivate staff and maintain high service standards has proven crucial in achieving overall operational success (Northouse, 2021).
Reflecting on my placement experience, I also recognize that my coursework in hospitality finance has provided a stronger foundation for tackling cash reconciliation and understanding budget allocations (Rutherford & O’Fallon, 2007a).


5. Critical Incident and Issue Analysis
A notable incident occurred when a staff member struggled with cash reconciliation at the end of a busy shift, resulting in a discrepancy. This experience highlighted the need for additional training on cash management processes and the importance of double-checking entries. Williams and Uysal (2020) have stressed the role of comprehensive training in minimising financial discrepancies in hospitality settings. To have a better understanding of this I attended Travelodge’s Financial Risk Management course to ensure both myself and my team members had a clear understanding of the reconciliation steps. Implementing a peer-review system for end-of-shift procedures also proved beneficial, fostering accountability among the team and reducing errors (Rutherford and Fallon 2007b).



6. Conclusion and Action Plan
In conclusion, this reflection highlights key insights gained from managing front office operations across different systems and roles. Moving forward, I aim to expand my skills further in data analysis to optimize room allocations and enhance guest service personalization through Opera Cloud’s reporting features. Additionally, I plan to continue refining my coaching approach to improve the efficiency and confidence of my front office team, ensuring they are prepared for both routine and emergency tasks (Kotni & Karumuri 2018).  By combining technical knowledge with ongoing staff training, I am committed to upholding and enhancing operational standards within front office management.
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