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1. [bookmark: _Toc191053646]Introduction 
Hotel administration is accountable for efficient operations, effectiveness, and customer satisfaction (Haag, 2025). My internship with Novotel Milton Keynes provided me with practical exposure to key administrative departments, particularly Reception, Finance, and Food & Beverage (F&B) (Food Standards Agency, 2022). These departments play an essential role in managing customer interactions, financial accuracy, and resolving operational problems. During my placement, I aim to acquire supervisory and administrative skills, enhance teamwork and communication skills, learn different management styles, and apply theoretical knowledge to practical scenarios (Kumar, 2021). Through shadowing a supervisory role, I gained an in-depth understanding of hotel operations on a day-to-day basis, and my skills in handling tasks such as guest check-ins, financial reconciliations, and coordination of services were enhanced. This learning log is a constructive reflection of the experience, judging technical competence and work-based know-how acquired.
2. [bookmark: _Toc191053647]Section 1: Reflection on Experience and Personal Development
Using Kolb's Experiential Learning Cycle, I reflect on my placement experience and its impact on my professional and personal growth (Wijnen-Meijer et al., 2022).
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Figure 1: Kolb’s Model
(Source: Wijnen-Meijer et al., 2022)


Concrete Experience 
Throughout my first week, I became acquainted with the hotel management and staff (Vince, 2022). Arun, the manager of the hotel, briefed me on the hotel hierarchy and the different types of rooms available, including Standard (DFC), Executive (DFE), and Accessible (DBB) rooms (Wijnen-Meijer et al., 2022). My first major work involved reception work, where I dealt with check-ins, check-outs, and guest inquiries (Muhammad et al., 2021). Moreover, handling Opera Cloud, the PMS of the hotel, was also something that I was taught, a requirement in keeping records of reservations and guests (Kumar, 2021).
Reflection Observation
Initially, the pace of the hotel administration felt overwhelming, but the staff supported me well in adjusting (Muhammad et al., 2021). From the second week, I developed more confidence in dealing with the guests and exercising administrative duties (Cheng, 2024). Observing the supervisor made it clearer for me to understand decision-making, problem-solving, and how teams play a central role in keeping the guest expectations in control (Vince, 2022).
Abstract Conceptualisation 
This experience taught me important skills like communication, flexibility, and organization, which are critical in hotel operations (Vince, 2022). My theoretical knowledge was applied as I used customer service tactics Kotler and team dynamics Belbin to actual situations. Communication was central to addressing customer complaints, handling bookings, and facilitating seamless coordination between departments (Wijnen-Meijer et al., 2022).
Active Experimentation
Moreover, in my journey of learning to improve my productivity, I also asked my supervisors and colleagues to provide feedback on me (Vince, 2022). I started to organize tasks better, respond to guest questions more quickly, and use Opera Cloud more effectively (Muhammad et al., 2021). By the end of the placement, I had established a methodical approach to managing administrative tasks, which improved my problem-solving and leadership capabilities (Titania Suwarto et al., 2023).
3. [bookmark: _Toc191053648]Section 2: Work-based skills and technical knowledge
During my placement, I gained various important work-related skills that are essential in hotel management (Titania Suwarto et al., 2023). Teamwork and communication were important while handling guest queries and complaints. I needed to be professional and clear in communication as well as work with staff from different departments to offer the best level of service (Cheng, 2024). Reception work required effective task management since I had to deal with several responsibilities, including check-ins, check-outs, payment handling, and updating guest records (Titania Suwarto et al., 2023). I also improved my software skills by learning how to use Opera Cloud, which helped me manage bookings, track occupancy levels, and process finances efficiently. In addition, guest service standards needed to be comprehended because I had to prepare for what the guests required and provide solutions immediately to enable high-quality services (Haag, 2025).
I also acquired useful technical knowledge in other areas of hotel management (Food Standards Agency, 2022). Financial reconciliation was the most important technical knowledge that I acquired in my work with Arun. Moreover, confirming the day's room charges, refunds, and revenue statements was my responsibility for accuracy in finance (Haag, 2025). Additionally, safety standards for fire and the protection of children were covered in my safety training, and this taught me the importance of security in the hospitality industry (Adeyinka-Ojo et al., 2020). Furthermore, coordinating pool reservations and monitoring the compliance of guests with hotel policy showed me the importance of operation coordination for efficiency (Huyen, 2019).
4. [bookmark: _Toc191053649]Section 3: Reflection on Organisational Issues
The greatest placement issue I had was the long check-in lines during peak times (Modi, 2023). The front desk was usually understaffed, leading to guest frustration and additional stress for front office staff (Adeyinka-Ojo et al., 2020). The slow queues impacted the overall guest experience as most guests became frustrated waiting for their rooms (Hotel Owner, 2025). The additional workload also meant that the staff had to perform significant multitasking, which resulted in possible errors in payments and reservations (Titania Suwarto et al., 2023). The delays also impacted room availability updates and housekeeping cycles, resulting in additional inefficiencies in hotel operations (Wood, 2013).
One effective solution would be mobile check-in, in which guests check-in online ahead of time, reducing the burden on reception staff (Hospitality Net, 2019). Another option would be cross-training staff so that staff members from other departments would be available to assist during busy times, offering greater flexibility in handling guests. In addition, the implementation of self-service check-in and check-out stations might greatly reduce front-desk bottlenecks, making guests experience the benefit of quicker and easier interaction (Wood, 2013). Theoretically, Kotler Marketing Principles state that efficiency in retaining customers is crucial, as it is possible to enhance guest satisfaction by narrowing down wait times (Harris et al., 2023). Moreover, Lean Management Techniques advocate minimizing operations to eliminate delays and provide better service. By doing this, the hotel would be able to enhance guest satisfaction and employee efficiency, making overall operations more efficient and customer experience better (Harris et al., 2023).
5. [bookmark: _Toc191053650]Conclusion and action plan
Table 1:  Action plan
	Objective
	Action Steps
	Timebound

	Improve technical expertise
	Obtain certification in Opera Cloud and other hotel management software (Harris et al., 2023).
	3 Months

	Enhance customer service skills
	Undertake customer service and conflict resolution training (Wood, 2013).
	1 month

	Strengthen financial management knowledge
	Gain further experience in financial reconciliation and budgeting (Titania Suwarto et al., 2023).
	2-3 months

	Develop leadership abilities
	Focus on team coordination and decision-making skills (Cheng, 2024).
	1 month



Conclusively, this position provided me with an insight into hotel administration, allowing me to acquire practical experience, problem-solving abilities, and professional confidence. I also gained an insight into operational efficiency and its impact on guest satisfaction (Cheng, 2024). The experience also highlighted the application of technology in modern hotel management and re-asserted the importance of teamwork and flexibility in a fast-paced setting. In the future, I hope to develop my leadership skills further and become a better guest service manager. I have found this experience to be highly beneficial in preparing me for a successful hospitality career.
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