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Managing hotel administration mainly involves overseas staff, operations, financial processes and guest services to ensure profitability, efficiency and exceptional customer experiences (Fonseca, 2017). Furthermore, reflection on experience of a 10-week level six hotel placements. Additionally, it will also state the significance of work based and technical knowledge. Lastly, it will include the issues that were encountered during experience followed by conclusion.
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[bookmark: _Toc189620597]Reflection on experiences 
The ERA model of reflection is a structured and three stage frameworks designed to facilitate deeper, learning and continuous improvement through reflective practices (Jasper, 2020). The model is composed of the following steps:
Experience: This stage mainly involves describing a specific incident or event in detail.  During my level 6 Hotel placement, I had the opportunity to shadow a supervisor role within the front office department. I observed daily administrative task, interacted with guest and coordinated operations to ensure smooth front desk performance. I was exposed to complaint resolution, teamwork dynamics and scheduling. This had been gaining a comprehensive view of photo administration at a supervisor level.
Reflection: In this phase, a critical exam examination of the experiences by considering thoughts, feelings and reactions is considered.  Initially, I felt apprehensive regarding managing of the high-pressure situation during peak Check in times. However, as I immersed myself in the enthusiasm and environment, my confidence grew. Witnessing the conflict resolution strategy of the supervisor followed by guest interaction enhanced passion to develop my managerial capabilities. The hands-on experiences enabled me to appreciate the balance between effective administrative management and customer service excellence while also refilling weaknesses. A notable gap was my limited technical efficiency in advanced hotel management software, which sometimes hinders full comprehension of certain processes. Reflecting for the riling theoretical framework from class with practical observation while recognising that effective communication, empathy and active listening as important as technical skills (USHAKOV et al., 2020). The entire play between spontaneous problems solving and schedule duties underscore the significance of adaptability in hospitality.
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Figure 1: ERA Reflective cycle
(Source: ResearchGate, 2025)
Action: the final stage is about planning for future improvement based on insights gained during reflection. Moving forward, I will address identified skill gaps by enrolling in targeted technical workshops and seeking the additional internship in hotel administration. I plan to continuously engage in a reflective practice using the ERA model to integrate each new experience with academic theory. This systematic reflection will help in ensuring that every encounter contributes constructively to my career, growth and development in hospitality management. Through the ongoing learning and skill enhancement, I aim to strengthen both my soft skills and technical skills which are ultimately position for future leadership roles in the industry. By constantly applying the ERA reflective model will ensure systematic growth and self-improvement paving the way for enhanced competence and administration and leadership in future.
[bookmark: _Toc189620598]Importance of work based and technical knowledge 
As per Adil et al. (2021), work-based skills such as teamwork, communication, guest service, and task management are important in the hotel industry particularly within front office department. The placement experience can reinforce the necessity of such competencies in order to maintain operational efficiency and guest satisfaction. Teamwork is another key area of development. The dynamic nature of hotel reception requires seamless collaboration between department such as reservation, housekeeping, and concierge.
However, Alreahi et al. (2022), argued that technical proficiency in hotel administration is indispensable for efficiency daily operations. During the placement and introduction to hotel management software such as opera PMS can be given which are widely used for billing reservation and gas profiles. Understanding the financial operations and revenue management is another critical area. Observing half supervisors, analysed occupancy rates and adjusted the pricing strategies based on demand can teach the practical application of revenue optimisation theory which are studied in the academic course work.
My placement experience reinforces the necessity of such competency in order to maintain guest experiences and operational efficiency. Effective communication was important as I observed how supervisors, handled guest, enquiries, internal coordination and complaints. For instance, during a particularly busy check-in period I witnessed the supervisor delegate task, concisely, and clearly while ensuring that each team member understood their role. Their experience highlighted the significance of active, listening and clear articulation in order to reduce error and improved service speed. 
This experience depended on my understanding of interdepartmental coordination and taught me how proactive teamwork enhances the overall service quality. Additionally, task management was essentially in order to balance administrative duties with guesting interactions (Han et al., 2021). I observed how prioritising task such as handling check-in efficiently while simultaneously addressing the concerns of guest, prevented dissatisfaction, and delays. In level 4, 5, and first semester of level 6 I was provided theoretical knowledge on management of services, but my placement experience enabled me to apply these concepts in real time while strength, adaptability, and problem-solving skills in high-pressure situations.
I was introduced with Opera PMS, which is a widely used app for billing reservation and guest profiles. Initially, I found the interface complex, but with guidance and practice from supervisor, I became pro efficient in processing bookings, managing payments transactions and updating the records. These hands-on experiences reinforce the significance of digital literacy in modern Hotel administration. 
Understanding revenue management and financial operation was another critical learning area. Observing supervisors analyse occupancy rates and adjusted pricing strategies based on demand taught me the practical application of revenue optimisation theories studied in academic coursework. Additionally, handling the guest data emphasise significance of confidentiality and cyber security while enforcing best practices in data protection (Wu et al., 2021). My previous placement introduced me to basic administrative task, but this experience provided a deeper understanding of financial accountability, compliance, regulations, and software utilisation that have been shaping my ability to perform efficiently in a supervisory role.
[bookmark: _Toc189620599]Reflection on issues encountered 
During my placement, I encountered a communication breakdown between front office and housekeeping department, which led to multiple instances of guest being assigned rooms that were not yet cleaned. This issue created frustration for front desk staff and guest, increasing complaints and delays during the peak check-in times. The primary cause was a lack of real time update between various departments as staff of housekeeping manually, replayed room status rather than updating it in the property management system of hotel promptly. This inefficiency disrupted from desk, cooperation and negatively impacted guest satisfaction.
The experience highlighted the critical role of effective internal communication within administration of hotel. Poor coordination resulted in operational inefficiencies and additional stress on staff (Sharma & Harchanda, 2024). To address this issue, the hotel could implement an automated real time room status update system within the PMS while ensuring seamless synchronisation between various departments. Additionally, regular departmental briefing sessions can also enhance coordination while ensuring that the staffs understand daily priorities. Adopting the managerial role theory of Mintzberg’s particular, particularly does this seminar role supervisor should proactively communicate critical update across the team (Mintzberg, 2019). While the Hotel eventually resolves the issue by introducing a dedicated liaison officer between departments, reflections emphasise is the need for technology solutions and structured communication protocols to enhance efficiency in operations.
[bookmark: _Toc189620600]Conclusion 
The analysis has highlighted the significance of work-based skills and technical knowledge in hotel administrative while emphasising team were communication, guest service and task management. Practical experiences reinforce the theoretical learning while bridging the gap between academic knowledge and old application. The significance of technical efficiency, particularly in revenue optimisation and Hotel management software was also explored. A critical issue of communication breakdown between the departments have been analysed with proposed solution that focused on structured and coordination. Overall, the reflection has underscored a necessity of continuous skill development, efficient management practices, and adaptability to enhance both operational effectiveness and personal growth in hospitality industry.

ACTION PLAN

	Objectives 
	Action Plan 
	Resources Required 
	Timeframe
	Expected outcome 

	Improve communication skills
	Attend hospitality communication workshops and role-play exercises
	Online courses, mentorship
	2 months
	Enhanced clarity and effectiveness in guest and staff interactions

	Strengthen teamwork and coordination
	Participate in interdepartmental projects and meetings
	Collaboration tools, teamwork exercises
	Ongoing
	Improved cooperation between hotel departments

	Develop task management skills
	Utilize task management software and prioritize daily activities
	Hotel PMS, scheduling tools
	3 months
	Increased efficiency in handling administrative responsibilities

	Enhance technical knowledge in hotel software
	Complete training in Opera PMS and revenue management systems
	Online tutorials, supervisor guidance
	4 months
	Improved ability to manage bookings, payments, and guest data
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