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BMIH6004 – Managing Hotel Administration
[bookmark: _Toc222256024]Reflective Learning Log – Mr Chaudhry Asim
[bookmark: _Toc222256025]Introduction
This reflection explores my development from my Level-4 to my current Level-6 hospitality placements, using Gibbs’ Reflective Cycle (1988) to critically analyse how practical experience and academic learning have shaped my professional performance. My Level-6 placement was at Leonardo Hotel Bradford, where I worked under the supervision of Emma Rhodes, the General Manager, and other managers across all hotel departments. Conversely, during Level-4, I completed placement at Premier Inn, where I faced operational challenges that helped establish my foundation in hotel management. This reflection aims to compare my responses to issues at both stages, focusing on how managerial concepts from modules such as Management, Organisational Behaviour and Personnel Resourcing and Development have influenced my ability to uphold service standards and support staff teamwork.
[bookmark: _Toc222256026]Description
During my Level-4 placement at Premier Inn, I faced challenges in my first week due to limited physical fitness and unfamiliarity with the job. I recall feeling exhausted while preparing rooms, and initially found it overwhelming to complete tasks during peak turnover periods. At the Front Office, I struggled with managing guest enquiries and system errors during busy shifts. I tended to hesitate before taking action and waited for guidance from supervisors because I lacked confidence in my decisions.
In contrast, during my Level-6 placement at Leonardo Hotel Bradford, a guest raised concerns about cleanliness shortly after check-in. Instead of waiting passively as I might have at Level-4, I collaborated with Jane to review the issue and promptly informed Emilia. I then reassured the guest and helped to resolve the problem. The matter was settled quickly and positively. This demonstrated not only increased experience but also a stronger awareness of professional communication, service delivery, and teamwork.

[bookmark: _Toc222256027]Feelings
During my Level-4 placement, I often felt anxious and vulnerable. I was hesitant about asking for help or clarifying details with supervisors because I did not want to be perceived as unprepared. Early mistakes were discouraging, and I responded emotionally rather than analysing the situation. At Level-6, I feel much more composed when facing challenges. I approach problems with the belief that solutions can be found through teamwork and referring to process guidelines. My studies on emotional intelligence helped me recognise how personal composure enhances guest reassurance and positively influences colleagues.
[bookmark: _Toc222256028]Evaluation
Reflecting on both experiences, the Level-4 placement taught me resilience, but I relied more on trial and observation than on structured decision-making. At Level-6, I used theoretical guidance to support my judgments. I now better recognise the importance of leadership engagement, empathy, and clarity, especially in guest-facing roles. According to Walker (2021), housekeeping and guest service depend on immediate responsiveness to maintain service quality. My ability to do so improved significantly as a result of academic development and a stronger understanding of leadership behaviour.
[bookmark: _Toc222256029]Analysis
At Level-4, my stress response showed low confidence, often causing delays. Using Belbin’s Team Role Theory (2012), I now see that I acted as a “completer/finisher”, concentrating on task accuracy but lacking the willingness to take initiative. At Level-6, I adopted a more balanced team role approach by applying theory from Adair’s Action Centred Leadership, recognising the importance of supporting both colleagues and workflow.
From the Management and Organisational Behaviour module, Lewin’s Leadership Styles helped me recognise that my manager at Level-4 used a directive approach, which provided guidance but limited autonomy. Studying Blake and Mouton’s Managerial Grid helped me understand that effective leadership requires equal focus on staff and task performance, a concept I saw demonstrated by Emma at Leonardo Hotel Bradford. She offered direction only when necessary, promoting independence. This experience boosted my confidence.
Hinkin and Tracey (2000) demonstrated that staff empowerment improves ownership of tasks. This aligns with my recent placement experience, where I supported decision-making instead of waiting for approval, unlike Level-4. Furthermore, from the Sustainability module, I learned about organisational wellbeing, which helped me recognise how physical strain affected me early on during my placement and how planning workload supports long-term performance.
Industry research from EHL Insights (2024) highlights that emotional intelligence in hospitality enhances positive guest interactions, especially in high-contact roles like housekeeping. This finding reflected my observation of Jane, whose empathy during service recovery added value. Additionally, HospitalityNet (2024) identifies that staff training boosts problem-solving confidence. Ongoing coaching from Emma supported my ability to act with assurance. Lastly, EHL Insights (2024) emphasises the importance of employee engagement, suggesting that staff who are trusted to contribute achieve better results. It is thereby confirmed how empowerment and emotional awareness influence service outcomes, aligning with my experience.
[bookmark: _Toc222256030]Conclusion
Using Gibbs’ reflective approach has helped me understand how I progressed from a reactive and uncertain learner at Level-4 to a proactive and reflective professional at Level-6. My academic studies have provided structure and confidence in responding to challenges. Knowledge of leadership, team dynamics, service recovery, and emotional awareness shaped my response during this placement, enabling me to act supportively and appropriately with both colleagues and guests
[bookmark: _Toc222256031]Action Plan
[bookmark: _GoBack]Moving forward, I plan to use structured reflection after challenging shifts to support ongoing professional growth. I will also pursue additional training in leadership and service efficiency to prepare for increased supervisory responsibilities. My goal is to build my confidence further so I can make informed decisions without relying on a higher authority. Additionally, I aim to incorporate hospitality theory, especially people-centred leadership models, to enhance operational quality and staff engagement. Lastly, I will focus on developing my emotional intelligence to better support guest service and colleague collaboration. I have successfully learnt the operations, the roles of various managers, and how to handle and challenge sustainability, leadership, and management styles working at this hotel. 
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Learning objectives. Appendix.

1.

To compare and evaluate personal development between earlier and current placements
using structured reflective frameworks, specifically Gibbs™ model.

. To assess how academic learning in leadership, organisational behaviour and resource

‘management has influenced professional confidence and capability in a real operational

context.

. To identify strengths and areas for improvement in managing hotel administration tasks,

focusing on communication, initiative and decision-making skills.

. To demonstrate understanding of the link between effective administration, team

performance and guest satisfaction, using personal examples from both Level 4 and Level

6 placements.

. To use reflection to inform future carcer planning and development, establishing an action

plan based on lessons learned from practical experience and academic study.
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