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Introduction 
A hotel's administrative functions are critical to maintaining easy operations, from guest services to financial management. My job in the Front Office and Revenue Management department at Ibis Portsmouth Centre gave me a thorough understanding of hotel administration. I was involved in various responsibilities, including reservation management, financial reporting, and guest interactions, which helped me improve my grasp of operational efficiency and revenue optimisation. This learning log summarises my experience, examines the work-related abilities and technical information I gained, and assesses an administrative difficulty I experienced.
Learning Objectives:
· Understand the role of hotel administration in managing reservations, revenue, and financial reporting.
· Develop proficiency in using Opera Cloud and revenue management software.
· Improve communication and problem-solving skills when dealing with guest concerns and financial disputes.
· Analyse data-driven decision-making in pricing strategies and occupancy forecasting.
· Reflect on an administrative challenge and propose solutions based on theoretical models.
Reflection on Experience and Personal Development
Using Gibbs' Reflective Cycle (1988) as a framework, I divided my placement experience into six stages: description, feelings, assessment, analysis, conclusion, and action plan.
Description
I shadowed a supervisor from the Front Office and Revenue Management departments during my placement. My responsibilities included processing reservations, managing guest check-ins and outs, assisting with financial reports, and analysing occupancy patterns. My primary job was to learn about revenue management tactics like dynamic pricing and room demand forecasts. Furthermore, I participated in resolving visitor concerns about billing inconsistencies and reservation mistakes, which required technical knowledge and human skills.
Feelings
At first, I was intimidated by the complexity of hotel administration systems and the requirement for accuracy in financial transactions. Handling visitor complaints about pricing or improper invoicing was especially difficult, requiring diplomacy and a thorough understanding of hotel policies. However, as I became more familiar with Opera Cloud and revenue optimisation techniques, I felt more secure handling administrative responsibilities. I felt satisfied after successfully resolving guest complaints and guaranteeing proper financial reporting.
Evaluation
One of the most important lessons I learnt was the value of interdepartmental collaboration. For example, Revenue Management's pricing decisions directly impacted Front Office staff, who were required to explain rate fluctuations to guests. A beneficial component of my experience was learning data analysis skills essential for revenue forecasting and pricing strategies. However, I found inconsistencies in communication between the Front Office and Revenue Management, which caused uncertainty when handling reservations and rate modifications.
Analysis
Technical skill and operational cooperation are critical components of hotel administration. My posting underlined the importance of data-driven decision-making, as revenue management tactics rely on precise forecasting and market analysis. According to Zaki (2022), yield management is critical for maximising hotel revenue, and I witnessed how pricing tactics were altered in response to demand trends. Furthermore, effective guest communication is essential in administrative tasks, as front-desk staff must communicate pricing regulations and settle conflicts effectively (Lee and Way, 2010).


Conclusion
Reflecting on my placement, I found valuable insight into the complexities of hotel administration, particularly revenue management and front-of-house operations. This experience has improved my ability to analyse financial data, manage guest expectations, and work with various departments to ensure smooth service delivery. Understanding the relationship between pricing strategies and guest satisfaction has been instrumental, emphasising the importance of clear communication and strategic planning in hotel management.
Furthermore, my experience with administrative challenges, such as misalignment between Revenue Management and the Front Office, has demonstrated the value of effective interdepartmental communication. I now understand that operational efficiency is dependent on team's ability to work together and respond to changing market conditions. While I have a solid understanding of hotel management systems and data-driven decision-making, I recognise the need for additional training in crisis management, leadership, and strategic revenue planning.
To build on this experience, I intend to improve my analytical and problem-solving abilities through additional revenue optimisation and financial forecasting training. By staying current on emerging hospitality technologies and industry trends, I aim to improve my ability to make data-driven decisions that benefit a hotel's profitability and guest satisfaction. This placement has solidified my interest in hotel administration and revenue management, and I am excited to apply the lessons learnt to future professional roles.

Action Plan
To improve my professional skills, I plan to:
· Gain further training in revenue management and financial forecasting.
· Improve my proficiency in hotel management software, particularly in reservation and revenue analytics.
· Seek mentorship opportunities to refine my leadership and decision-making skills.

Critical Analysis of Work-Based Skills and Technical Knowledge
To maintain efficient operations, hotel administrators must possess technical and soft abilities. Throughout my placement, I encountered and gained fundamental skills required for hotel management.
Key Skills Developed:
· Understanding pricing strategies and revenue optimisation techniques (Cetin et al., 2016).
· Opera Cloud and revenue management software track reservations and occupancy trends (Oracle, 2020).
· Interacting with guests to clarify billing and reservation policies (Hai-yan and Baum, 2006).
· Resolving disputes related to pricing and incorrect charges (Koc et al., 2023).
· Collaborating with different departments ensures accurate financial reporting and reservation management (Wu et al., 2021).
One significant finding was the effect of revenue management on guest satisfaction. Research suggests that dynamic pricing strategies might increase income but can also contribute to visitor unhappiness if not conveyed well (Vives et al., 2018). My experience has shown that effective communication and visitor education on pricing rules are critical for maintaining positive guest relationships.
Reflection on Organisational Issues
My main difficulty was a misalignment of Revenue Management and Front Office activities. Revenue Management's pricing adjustments were not always clearly communicated to the Front Office employees, causing uncertainty when customers asked about fluctuating hotel rates.
Impact on Operations:
· Unclear pricing policies led to complaints and requests for rate adjustments.
· Receptionists struggled to explain rate variations, leading to longer check-in times.
· Due to unclear communication, some guests successfully negotiated lower rates, reducing profitability.
Proposed Solutions:
· Regular updates from Revenue Management to the Front Office team can improve transparency and consistency (Cetin et al., 2016).
· Equipping Front Desk employees with a better understanding of revenue management can increase guest interactions (van der Rest, 2018).
· Sending digital updates on pricing changes before check-in can reduce confusion and increase transparency (Alemar, 2024).


Future personal improvements
Reflecting on my placement, I gained valuable insights into the complexities of hotel administration. The experience enriched my ability to analyse financial data, manage guest expectations, and collaborate across departments.
To further develop my skills, I will:
· Join advanced hospitality management courses focusing on revenue optimisation.
· Participate in customer service training to improve my ability to explain pricing policies effectively.
· Stay updated with emerging hotel technologies to increase administrative efficiency.
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Appendix
Level 6 Hotel Placement – Weekly Progress Tracker
Task: Maintain a weekly progress tracker documenting your experiences, tasks performed, challenges faced, and lessons learned. Bullet points format is welcome. You must submit this document to the designated Turnitin link by [Friday 7th March 2025] at 23:59pm.

	Week 1

	Experiences/Tasks/Challenges/Lessons
(outline hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Shift 1
· Worked at the reception, handling seven reservations and five check-outs.
· Checked if rooms were cleaned and ready for new guests. Housekeeping updates a document so reception knows which rooms are available.
· Learned that the hotel uses the Opera Cloud system by Oracle Hospitality.
· Observed how payments are processed and the importance of checking each transaction before a guest leaves.
· When guests arrive, they must show an ID and receive an electronic key card to access the elevator and their room.
· During room checks, we knock three times and say "Reception" before entering.

	21.01.2025
	
	

	Shift 2
· Checked in 5 guests.
· Verified if they had paid, if breakfast was included, and if they had a car to register in the system.
· Worked in Food & Beverage (F&B) and learned about Law 25 regulating alcohol service.
· Alcohol is only served after noon.
· Learned portion sizes for spirits and how to make coffee.
· Cleaned cutlery and arranged glasses by size.
· Noticed that most guests were students from China and Saudi Arabia.
	22.01.2025
	
	



	Week 2

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Shift 3
· Helped serve guests at tables in F&B.
· Took food and drink orders and learned alcohol measurement rules.
· Memorized drink prices.
· Cleaned bar equipment and practised using the coffee machine.
· Learned how to serve food properly and process customer payments.
	29.01.2025
	
	

	Shift 4
· Noticed that most bookings are made through Booking.com.
· Verified reservations and checked payment status.
· Learned how to charge for parking, which isn’t included in the room price.
· The hotel only accepts card payments, no cash.
· A manager guided me through a complete check-in process with supervision from a reception team member.
· Some guests confused this hotel with Ibis Low Budget, so the reception team often calls the other hotel to check if the booking was made and then directs the guest accordingly.
	30.01.2025
	
	



	Week 3

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Shift 5
· Got more familiar with check-in and check-out procedures.
· Learned to double-check payments and register them in the system.
· Dealt with guest complaints about noise and the lack of air conditioning.
· Noticed that the hotel has no security, and after 11:00 PM, guests can only enter with an electronic key card.
	08.02.2025
	
	

	Shift 6
· Worked again in F&B, helping track refrigerator temperatures for alcoholic and soft drinks.
· Learned how electronic payments are stored and why keeping records is important for potential refunds or fraud cases.
· The hotel is pet-friendly, charging £10 per day for pets.
	09.02.2025
	
	



	Week 4

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Shift 7
· Helped serve breakfast (6:30 - 10:30 AM) and dinner (5:00 - 10:00 PM).
· Cleaned and reset the dining area between shifts.
· Talked with staff about their roles and how different departments work together.
	12.02.2025
	
	

	Shift 8
· Noticed issues in the kitchen caused by bad smells from waste storage.
· Guests often complain that rooms are too small and don’t have air conditioning.
· Since the hotel is next to a club, noise is a frequent problem.
	13.02.2025
	
	



	Week 5

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Shift 9
· Took orders for food and drinks in the restaurant.
· Processed payments and printed receipts.
· Learned how to suggest menu items to guests.
	19.02.2025
	
	

	Shift 10
· Worked behind the bar, preparing cocktails and serving guests.
· Cleaned and organised bar equipment.
· Checked stock levels and updated inventory.
	20.02.2025
	
	



	Week 6

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Shift 11
· Helped manage guest complaints about noise and room conditions.
· Learned how to listen to guests and find solutions to their problems.
· Most complaints were about small bathrooms.
	26.02.2025
	
	

	Shift 12
· Practiced handling check-outs and verifying guest bills.
· Received feedback from managers and coworkers about my performance.
· Reviewed everything I learned during the internship and discussed ways the hotel could improve operations.
	27.02.2025
	
	




