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This reflective log is based on my experience shadowing a supervisory or duty manager position within the administrative role at Premier Inn City Centre. The log is structured using Gibbs' Reflective Cycle (Gibbs, 1988), which includes description, feelings, evaluation, analysis, conclusion, and action plan.
The administration operation at Premier Inn City Centre involves various tasks to ensure the hotel's smooth functioning. These include Human Resources Management, which handles employee recruitment, training, and performance evaluations. Financial Management manages budgets, accounting, and revenue forecasting. procurement and inventory management manages supply purchasing and supplier negotiations. IT Management oversees the hotel's computer systems and software applications. Legal and Compliance ensure compliance with labour laws and health and safety regulations. Customer Service handles guest inquiries and complaints, while Marketing and Sales Support supports marketing efforts. General Administration manages administrative tasks like correspondence and facilities management. The administration operation supports the hotel's goals of providing excellent service, maximizing revenue, and maintaining operational efficiency (Jones, 2018).
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During my time at Premier Inn City Centre, I gained a deep understanding of hotel management, particularly from the administrative side. The complexity of juggling inventory, coordinating guest services, and ensuring smooth communication across departments was a challenge I had not fully appreciated before. Effective communication was crucial, as minor miscommunications could lead to rooms not being ready for incoming guests, frustrating guests and staff. Teamwork was also key, as every department's efforts were interlinked to create a seamless guest experience. However, there were gaps in communication and task management that led to delays in service or confusion among staff. For example, a mix-up with a guest's room booking could have been avoided with a more updated system or better communication practices. These instances highlighted areas for improvement in administration and operations. Reflecting on my experience, I realized the importance of refining work-based skills like communication, teamwork, and task management, as they are the backbone of ensuring guest satisfaction and smooth hotel operations. My stint at Premier Inn City Centre has given me a deeper appreciation for the challenges of hotel management and a clearer understanding of areas I need to focus on in my personal and professional development.
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In my time managing a Premier Inn City Centre hotel, I've come to realize just how vital practical skills and technical knowledge are in this ever-changing industry. Communication, time management, and problem-solving aren't just buzzwords—they're the backbone of our daily operations. For instance, there was this one time a large group checked in, all at once, unexpectedly. The smooth coordination between the front desk and housekeeping, powered by clear communication, was the only reason we managed without a hitch. And let's not even start on the time we had a system glitch during peak check-in time. Problem-solving on the fly was the order of the day, ensuring that our guests remained blissfully unaware of any issues.
Technical know-how, like mastering our Property Management System (PMS), isn't just about making life easier for the staff—it directly impacts the guest experience. There was a steep learning curve when we transitioned to a new PMS, but becoming proficient meant we could speed up check-ins and check-outs, making everything smoother for our guests. And of course, there's the financial side of things. Getting to grips with the latest accounting software meant we could keep a tighter rein on our budget, directly affecting our bottom line in the best possible way.
Staff turnover, for example, can be a real headache. Training new staff to meet the Premier Inn standards takes time and effort, which can temporarily affect our service quality. And then there's the ongoing challenge of keeping our guests happy. It's a constant cycle of gathering feedback, analysing it, and then tweaking our operations to make sure we're meeting, if not exceeding, expectations.
This hands-on experience has taught me that continuous improvement and staying abreast of technological advancements are not just optional; they're essential. 
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During my time shadowing a supervisory position at Premier Inn City Centre, I encountered the issue of inefficient communication between front and back offices. This issue directly affected the processing of guest requests and reservations, leading to guest dissatisfaction and an overwhelming workload for staff. The impact extended beyond operational inefficiencies, affecting the quality of guest service. Delays in communication resulted in guests waiting longer for check-ins and room allocations, highlighting the importance of effective communication in hospitality operations.
The experience highlighted the broader implications for the hotel's overall operations, including operational inefficiencies and potential lost revenue due to guest dissatisfaction. Resolving this issue was crucial for improving staff morale, reducing stress, maintaining the hotel's reputation, and ensuring guest loyalty.
Potential solutions include implementing integrated software systems to streamline communication and automate processes, providing cross-departmental training to enhance staff understanding of each other's roles and responsibilities, and establishing clear communication protocols. Regular meetings and digital communication platforms could facilitate more effective information sharing between front and back offices, ultimately improving departmental performance and guest service quality.
This hands-on experience underscored the critical role of efficient communication in the hospitality industry and provided valuable insights into practical solutions for addressing such challenges.

[bookmark: _Toc159076777]SECTION 4: FUTURE ACTION PLAN

Based on my personal journey at Premier Inn City Centre, I've realized the importance of fine-tuning my skills to excel in the hospitality industry. Reflecting on my experiences, I've crafted a tailored action plan that addresses specific situations I've encountered and skills I aim to enhance.
First, communication has been key, especially during busy check-ins or when handling guest queries. I recall a situation where a guest was frustrated due to a misunderstanding about room amenities. This experience underscored the need for me to improve my active listening and clarity in communication. I plan to enrol in communication workshops to better handle such interactions.
Teamwork has also been pivotal. There was a memorable weekend when we were understaffed, yet we managed to deliver exceptional service by working closely together. This taught me the value of fostering a collaborative environment, and I'm now more eager to participate in team-building activities.
In terms of task management, I've faced challenges with juggling various responsibilities, from administrative tasks to guest services. Implementing time-management techniques, such as prioritization and the use of project management tools, has helped me improve my efficiency. I aim to further refine these skills to optimize productivity.
Personal development is another area I'm focusing on. Setting SMART goals has been a transformative practice for me, allowing me to track my progress and stay motivated. I've also realized the importance of self-care, especially after particularly challenging days. Engaging in mindfulness exercises has helped me maintain my well-being and resilience.
Lastly, enhancing guest services has been at the heart of my action plan. I've learned that anticipating guest needs and providing personalized experiences can make a significant difference. After receiving constructive feedback from a guest who appreciated a personalized city guide I created, I've been motivated to attend more training sessions on guest service excellence.
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This reflective log on my supervisory role at Premier Inn City Centre has provided valuable insights into the complexities of effective hotel administration. It highlights the importance of communication, teamwork, and task management in ensuring smooth operations and guest satisfaction. Technical knowledge in areas like property management systems, accounting software, and data analysis tools is crucial for optimizing efficiency and revenue generation. Addressing organizational issues, such as inefficient communication systems, is essential for enhancing departmental performance and guest service quality. Practical solutions like integrated software systems, cross-departmental training, and clear communication protocols can mitigate these issues. The action plan aims to enhance work-based skills, technical knowledge, personal development, and exceed guest service expectations. By aligning with development goals and pursuing professional growth, I aim to contribute positively to Premier Inn City Centre's success and advance the hospitality industry.
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