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Novotel Wembley is one of the prominent players within the premium hotel category that caters to a diverse group of travellers. The administrative operations of the brand ensure smooth functioning within various departments including revenue management, finances, and the reception office. Collaboratively, these departments contribute to offering financial sustainability and efficiency in operations.
Learning Objectives:
· To gain insights into the administrative functioning of the hotels at operational levels.
· To underscore the responsibility and skills required within the role of a supervisor.
· To develop technical expertise related to the management systems of the hotels and finances.
· To identify the challenges within the administrative processes and propose an action plan.
[bookmark: _fo6kg9grmjle][bookmark: _Toc192026930]Section 1: Reflection on Experience and Personal Development
The overall process of reflection will be evaluated using the Gibbs Reflective model which will explore the process of learning and development. During my placement process, I gained significant opportunities to engage in various supervisory roles within various administrative departments. The role of the supervisor included the review of financial reporting and managing the records of guests within the hospitality sector (ASET, 2017). Apart from this, supporting the HR within the recruitment process and management of employees were some of the roles I had to undertake during my placement at Novotel as a supervisor. Moreover, I helped the financial departments to process the invoices and coordinate with the suppliers of the organisation. During the primary stages of my placement process, I felt excited to gain practical experience in hotel administration. I was further aware of the complexities of managing various aspects of operations for the organisation. Considering this, I became comfortable with my role and gained the confidence to handle various administrative tasks. Assisting in resolving the inquiries of customers and managing the financial documents within a work environment provides a supervisor with a sense of accomplishment (Hagg, 2013). Considering this, during the later stages of the placement, I felt prepared for future roles in leadership within the hospitality dynamics. The overall experience has fostered various positive aspects, primarily the understanding of how the operations at an administrative level could impact the overall efficiency of the hotel. Therefore, a supervisor is required to enhance their problem-solving skills to cater to the importance of leadership within an organisational context (Vallen et al. 2014). However, I have observed that there are significant challenges I faced during my placement as a supervisor. The adaptation to a rapidly evolving administrative work requires an individual to undertake multiple tasks simultaneously (Johnston et al. 2012). In alignment with this challenge, I have observed that the management of financial records requires a significant accuracy level to conduct the work effectively. Therefore, through the overall experience, I learned to effectively prioritise tasks and maintain focus on my work. The overall experience has underscored the importance of enhancing both academic and professional skills to cater to an administrative role. The development of communication skills is important to channel important messages to other departments to ensure accuracy in business operations (Walker, 2021). I have further observed that the leverage of financial skills would help me ensure accurate management of budget and reporting while conducting multiple tasks at the same time. Considering my developmental process as a supervisor for Novotel, I have analysed that my hands-on experiences in customer services have helped me adapt to the interaction processes with the guests. Moreover, the evaluation of Tannenbaum and Schmidt's Leadership Continuum theory learnt within my academics has helped me provide insights to enhance my decision-making process. This theory underscores the approaches of an individual to effectively conduct work and measure their overall impacts on the performance of the team (Helmp'd, 2021). Therefore, this shadow placement has helped me align my theoretical and practical experience to strengthen my capabilities in managing administrative responsibilities.   
[bookmark: _t2rfpayfb201][bookmark: _Toc192026931]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
An effective administration within a work environment relies mostly on the skills of the employees and the management teams of the organisation (Kim and Jung, 2022). Considering this, throughout the experiences of shadowing, I have observed that the skills that had contributed to the efficacy of the hotel operations included a structured process which could be evaluated using Kolb's Reflective Model.
	Kolb’s Learning Stage
	Description
	Reflective Analysis

	Concrete Experience
	Engaging in real-world administrative tasks, including assisting with guest check-ins, managing financial reports, and coordinating with HR for employee onboarding.
	Handling these tasks provided hands-on experience in hotel administration, reinforcing the importance of accuracy, efficiency, and organisation in daily operations.

	Reflective Observation
	Observing the effectiveness of supervisors’ strategies in problem-solving, staff coordination, and guest interactions (Yahya, 2024).
	I observed that strong communication and decision-making skills were crucial for administrative efficiency.

	Abstract Conceptualization
	Connecting real-world experiences with management theories, such as Maslow’s Hierarchy of Needs for employee motivation.
	By understanding these theories, I recognised how structured communication minimises errors and how employee motivation affects overall performance in administrative roles.

	Active Experimentation
	Applying newly acquired knowledge to improve task performance, such as streamlining guest data entry and assisting in resolving booking discrepancies (Kumar, 2023).
	I improved my efficiency in administrative tasks and became more proactive in problem-solving. This stage reinforced the importance of adaptability and continuous learning in hotel administration.


Table 1: Kolb’s Reflective Model
[bookmark: _stohb3whzggo][bookmark: _Toc192026932]Section 3: Reflection on Organisational Issues
The operational issues for the organisation could be identified using Herzberg's Two-Factor Theory. This theory posits the influence of hygiene factors and motivators to influence a work environment (Bhatt et al. 2022). Considering this,
	Herzberg’s Factor
	Impact on Departmental Performance
	Proposed Solution

	Hygiene Factors (Prevent Job Dissatisfaction)
	Misalignment between reservations and front office staff caused operational inefficiencies.
	Establishing standardised procedures for reservations and front office teams to reduce miscommunication.

	
	Front office staff faced additional pressure handling guest complaints and resolving overbookings.
	Introducing a cross-check system to ensure reservation accuracy before check-in.

	Motivator Factors (Enhance Job Satisfaction and Performance)
	Staff frustration due to frequent booking errors impacted their motivation.
	Providing employees with skills to manage overbookings and handle guest complaints efficiently.

	
	Employees struggled with handling dissatisfied guests, affecting service quality.
	Encouraging supervisors to acknowledge staff efforts and involve them in process improvements.


Table 2: Herzberg’s Two-Factor Theory
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Conclusion:
Therefore, the shadowing experience had been significant in mitigating the gap between theory and practical experiences. Through the engagement in analysing the work-based skills, I have gained insights into the operations of Novotel Wembley and I intend to develop my skills and cater to the opportunities of future learning prospects.
Action Plan:
	Objective
	Specific
	Measurable
	Achievable
	Relevant
	Time-Bound

	Develop Leadership Skills
	Enrol in hospitality leadership courses.
	Completion of certification.
	Attending leadership training programs.
	Essential for a supervisory role.
	Within 6 months.

	Enhance Financial Management Knowledge
	Gain expertise in revenue and budget management.
	Ability to analyse financial reports independently.
	Learning through mentorship and online courses.
	Relevant for administrative roles.
	Within 12 months.

	Improve Communication and Problem-Solving Abilities
	Engage in conflict resolution training.
	Demonstrated ability to handle guest complaints effectively.
	Practicing strategies in real-world settings.
	Enhances guest service efficiency.
	Within 3 months.


 Table 3: Action Plan
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