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Introduction
Hotel administrative operations form the hospitality industry's backbone, seamlessly coordinating department processes to deliver exceptional guest experiences (Ivanov and Zhechev, 2012). During my Level 6 placement, I shadowed a supervisory role within the Revenue Management department. The primary objectives of this placement included:
· Gaining hands-on experience in hotel administrative functions.
· Developing and applying work-based skills and technical knowledge.
· Enhancing understanding of communication, teamwork, and task management in a hotel setting.
· Identifying and addressing an operational or organisational issue through analysis and practical solutions.
This reflective log will examine my experience, critically analyse the importance of work-based skills and technical knowledge, and explore an organisational issue encountered during my placement. Using Gibbs’ Reflective Cycle (1988) as a framework, I will focus on my learning journey and propose actionable strategies to improve my skills further.
Reflection on Experience and Personal Development
Being able to shadow a Manager within the Revenue Management office offered a unique perspective on the operational intricacies of hotel administration. I observed how data-driven decisions directly influence room pricing, inventory management, and revenue forecasting, including critical factors in maintaining the hotel’s profitability. Based on this experience, I have gained understanding on how important are work-based skills and technical knowledge (Denizci Guillet and Mohammed, 2015). For instance, I learned to use hotel-specific software such as Opera and STR benchmarking tools to analyse market trends and optimise revenue. Additionally, my role required frequent collaboration with the sales and front office teams to implement dynamic pricing strategies, reinforcing the importance of cross-departmental communication.
My academic journey from Level 4 to Level 6 provided a solid foundation for understanding core hospitality concepts. For instance, previous placements had familiarised me with front-line operations; however, this experience highlighted the strategic aspect of hotel management. I observed the effectiveness of effective teamwork, which played a crucial role when coordinating revenue strategies during peak seasons. Shadowing my supervisor’s leadership style provided fundamental lessons. I gained insights into balancing assertiveness with empathy. This is an essential skill that I have always decided to practice in my future career. Additionally, communication emerged as a vital skill during my placement. I participated in weekly revenue meetings, where clear articulation of data-driven insights was essential. At first, I felt intimidated by the technical vocabulary associated with the field; however, I gradually built confidence by preparing notes and seeking clarification when needed. This development aligns with Kolb’s Experiential Learning Theory (1984), which emphasising learning through experience and reflection.
Critical Analysis of Work-Based Skills and Technical Knowledge
Effective hotel administration requires work-based skills and technical knowledge (Sigala and Chalkiti, 2015). During my placement, I observed how these competencies underpin successful revenue management. For example, attention to detail was essential when analysing daily pick-up reports to identify booking patterns. A minor oversight in data entry could lead to significant revenue losses, highlighting the importance of accuracy and accountability. Also, the technical knowledge of revenue management tools, such as demand forecasting algorithms, was crucial in optimising room rates. My supervisor’s expertise in interpreting these algorithms demonstrated the value of continuous learning and staying updated with technological advancements in the hospitality industry. The resource-based view theory (RBV) is an essential framework that can link this practice as it emphasises leveraging unique organisational resources (Baum, 2007). The supervisor leveraged the available skilled personnel and advanced technology to achieve a competitive advantage.
Collaboration with other departments underscored the significance of teamwork and interpersonal skills (Lovelock and Wirtz, 2004). For instance, I worked closely with the sales team to develop promotional packages targeting corporate clients. While collaborating with the revenue teams, I noticed that this approach required aligning revenue goals with customer needs, demonstrating how teamwork fosters innovation and problem-solving. Moreover, task management was another critical area where I gained valuable insights. I observed how my supervisor prioritised tasks using tools like Gantt charts and daily checklists, ensuring that revenue targets were met without compromising service quality. According to Truong et al. (2020), effective management approach reinforces the importance of organisational skills in managing multiple responsibilities efficiently.
Reflection on Organisational Issues
While being on placement, I have come across a communication problem between the revenue management and front office departments. These gaps often resulted in inconsistent room rates across different booking platforms, leading to guest dissatisfaction and operational inefficiencies (Lim and Ok, 2021). For example, a discrepancy arose when a guest booked a room at an expired promotional rate, creating confusion at check-in. This incident highlighted the need for real-time updates and better coordination between departments. The communication breakdown impacted the guest experience and increased the workload for front desk staff, who had to resolve the issue manually (Earl and Hall, 2021). It can be identified that several factors contributed to this issue, including a lack of standardised protocols for rate updates and limited training for front office staff on revenue management systems. I propose the following solutions to address these issues:
1. Implementing real-time integration: Adopting a centralised Property Management System (PMS) with real-time synchronisation across departments can minimise discrepancies in room rates. This would ensure that all booking platforms immediately reflect any changes the Revenue Management team makes.
2. Enhancing staff training: Providing comprehensive training on revenue management systems for front office staff can improve their understanding of rate structures and empower them to address guest queries effectively.
3. Establishing communication protocols: Scheduling regular inter-departmental meetings and creating a shared digital platform for updates can foster better collaboration and information flow.
These recommendations are supported by systems theory, which views an organisation as an interconnected entity where changes in one component impact the whole. By addressing the root causes of communication gaps, the hotel can enhance its operational efficiency and guest satisfaction.
Conclusion and Action Plan
The placement at the hotel has been a transformative experience, allowing me to develop valuable skills necessary in order to administrate a hotel property.  I recognise the significance of continuous personal and vocational development. The experience has reinforced my aspiration to pursue a career in hotel management, focusing on revenue optimisation. I plan to adopt various approaches for future solutions, including:
· Enhancing technical skills: Pursue certifications in revenue management and advanced PMS tools to stay competitive in the industry.
· Improve communication: Attend public speaking and professional writing workshops to articulate ideas effectively.
· Strengthen leadership abilities: Seek mentorship opportunities to develop a leadership style that balances strategic thinking with empathy.
My experience at the hotel underscores the value of experiential learning in bridging the gap between academic knowledge and practical application. I have gained a deeper understanding of the complexities of hotel administration and the importance of adopting a proactive approach to problem-solving by addressing the organisational issues encountered during my placement. These insights will undoubtedly shape my future contributions to the hospitality industry.
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