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Introduction
My present Level 6 placement is the George Hotel, Norwich, which is a bespoke 43-bedroom boutique hotel, listed on Newmarket Road, with restaurant and conference services (The George Hotel, 2020). I work in the Front Office department, which is under the supervision of General Manager Sophie Ashworth, Front Office Supervisor Michelle, and the reception staff. As a guest check-in/check-out manager, booking will be performed in the Property Management System (PMS), and the communication in the departments will also be addressed.
In this reflection, I have applied Gibbs Reflective Cycle (1988) because I have applied this model to reflect on my professional growth and learning since my Level 4 placement at Nelson Premier Inn Norwich, where I have worked at the front desk. The Gibbs model is a stepwise model that has six steps, which include description, feelings, evaluation, analysis, conclusion, and a plan of action. This reflection is directed to outline how I accumulated my current administrative and supervisory skills by means of my previous studies, academic courses, and professional life. 

Main Body (Gibbs Reflective Cycle)
Description
One challenge that I have encountered is that of double booking which occurred during my second week at The George Hotel, Norwich, as a result of a PMS reservation system error. The guest arrived expecting a king room, which had already been booked. My immediate responsibility was to coordinate with the kitchen department to get around the rooms, and the rest of the department to serve the provisional drink as the delay ensued. This put my ability to deal with guest dissatisfaction and implement administrative measures to the test.
The experience I had before at Nelson Premier Inn, Norwich, enabled me to understand the fundamentals of guest handling and the operation of systems. Still, the independent building of The George Hotel demanded a more personal approach. Whereas Premier Inn employs a fully automated check-in procedure, The George employs a system of both manual and computerised operations, and therefore, needs more personal contact and a compromising nature; the scope of the administrative work and the expectations of guests are different.


Feelings
I was initially under pressure and anxious about handling the situation, as the guest’s displeasure could have negatively impacted the hotel’s reputation. Nevertheless, recalling similar cases from my Level 4 placement helped me ensure that I used calm communication. I sympathised with the guest’s frustrations and used positive body language to remain professional. Brotherton and Wood (2008) state that emotional intelligence and composure are essential in hospitality as the experiences of service are emotionally charged and need a responsive approach to decision-making. I also gained a sense of achievement as the problem was resolved easily as the issue unfolded, which is a sign of better interpersonal competence. The confidence I gained from my supervisors Sophie and Michelle, trusting me to handle the situation independently, led me to believe in my capacity to take initiative, which is one of the signs of my professional development since Level 4.
Evaluation
The result was favourable: the guest took the offered room, and he praised the professionalism of the staff members when he was leaving. The incident helped me to strengthen my understanding that effective communication and prompt coordination are crucial in dealing with front office crises. Operationally, this experience helped me understand more about administrative systems, specifically checking reservations and real-time updating of departments- the main pillars of front office management as conceived by Vallen and Vallen (2014).
Nevertheless, I also had a weakness in proactively preventing problems. Conducting an early morning audit of the reservations, as proposed by Hotel Management and Operations by Fallon and Rutherford (2010), would have helped avoid the incident because they focuses on the need to carry out daily checks on the system to maintain continuity in services. I was strong on guest communication, although my skills in data management and administrative premonition need development, ensuring that I can avoid such mistakes.
Analysis
This incident reveals the relationship between theory and practice, especially by way of incorporating systems thinking and administrative management. Hamizan and Alda (2024) discuss the growing importance of self-check-in and web-based management systems, highlighting the need for employees to understand the impact of digital operations on guest satisfaction. Through applying this concept, I realized that in automation, high rates of efficiency are attained but in the provision of quality of service, human control cannot be ignored. The low frontline hospitality skill is incomparable to technology, as it can support it. This experience demonstrated that success in operations requires combining technological competence with emotional intelligence to establish genuine contact with guests.
This case is quite comparable to my Level 4 course, Hotel Administration and Front Office Operations, which examined the problem of workflow efficiency and relations with customers. My past exposure at Nelson Premier Inn provided me with insight into the standardised brand systems and procedures. However, the George Hotel needed more flexibility and autonomy in its decision-making. According to Martin (2020), the profitability of small hotels is determined by how they minimise errors and maintain the highest level of service for their customers. This finding cemented the fact that my accuracy, responsiveness and interpersonal style directly influenced guest satisfaction and potential revenue. It also brought out flexibility in the functioning of outside-the-box systems that was beyond standardised corporate systems.
The other case also demonstrated my ability to adapt to last-minute group bookings for domestic business meetings. It entailed liaising with the events organisers on the redecorating of rooms, communicating food needs to the restaurant, and generating invoices within a strict time limit. Having the communication theory and the models of time management as a part of the Level 4 Business Skills and Hotel Operations modules, I managed to delegate tasks by prioritization. Another aspect I emphasize is the relationship between human intuition and management systems, which may have affected my approach of ensuring that the balance between digital activities and personalized guest services was preserved within the space of the specified period of the mentioned stress (Pathak et al., 2021).
Additionally, the experiences have assisted me to precisely realize my leadership potentials. In my work at Nelson Premier Inn, the responsibilities were task-oriented, and I could meet the tasks. On the other hand, I also gained strategic consciousness at The George Hotel, where I was tasked with the responsibilities of preempting what the guests expected by working together with other employees to plan strategically and make decisions. Brotherton and Wood (2008) expound that this change is the change of the operational to the managerial competence. This has proven the fact that I have acquired Level 6 learning outcomes, which have prepared me for administrative roles in the hospitality industry at greater heights. I have shifted towards an analytical and leadership-oriented insight, which is based on a procedural approach to learning.
Action Plan
By establishing certain development goals, I will enhance my administrative and leadership skills in the future. I will also be highly inducted on the PMS and reservation systems applied in the hotel over a span of 3 months to enhance efficiency and data management. I will also get a chance to talk with Sophie Ashworth on yield management to have a better understanding of the issue and analysis of guest reviews. Besides, I will implement the reflective cycle that was developed by Gibbs on a regular basis to analyze my performance and identify the areas of development. Through the assistance of regular self-reflection and capacity building, I will have an opportunity to become a successful hotel administrator.

Conclusion
Ascending from level 4 to level 6 has caused significant personal and professional growth. Communicational, organizational, and leadership skills have improved, and now I can effectively interact with the guests and meet the working demands more adequately. I have now realized how the administrative functions influence the guest satisfaction and hotel performance, and I no longer stand in the front office to see what is happening. Still, I need to keep enhancing my analytical use of PMS data and expanding my knowledge about the revenue management systems. This reflection shows the importance of lifelong learning, flexibility, and critical thinking as the primary characteristics of being successful in modern hospitality management.
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