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For 10 weeks recently I was on placement with a famous city hotel and saw the workings of how complex and dynamic hotel administration can and does work. The Reception department was assigned to shadow a supervisory role to which I was assigned to engage in a wide range of administrative functions and guest service operations. In that placement, I could see the small nuances of how to arrange and balance reservations, work hand in hand with other departments, and make sure the guest was always treated to their best. It was an amazing journey, the kind that helped me to channel both my technical as well as my interpersonal skills in a true world setting. Through using this reflective learning log, I will recap my personal development, emphasise the fact that work-based skills are important to learn and evaluate the operational challenges present in my placement. My placement goals were to gain knowledge of administrative procedures and guest service protocols and to build up effective communication and teamwork skills for the resolution of different constraints. I looked to gain hands-on experience with hotel system management and task supervision to critically review several operational issues to propose practical solutions to enhance service delivery. Thinking back to these objectives, I intend to combine the two to construct my strong starting block that will lead to furthering my career in hospitality administration.
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My placement in the reception department transformed me in its best and worst ways. I was working side by side with the supervisory team and being exposed to this fast-paced hotel operations. I heard the interaction between technical and interpersonal know-how to perform administrative tasks like the check-in process, reservations, and guest inquiries resolution. Throughout the peak hours, the supervisor showed that calmness and efficiency can effectively lead a team in trying situations (Koukpaki and Adams, 2020).
During my placement, I was led through team meetings and daily briefings allowing me to learn about the ‘operational strategies’ of the hotel. The emphasis in these interactions was also on having clear communication and working parallelly with team members. I discovered that even the smallest of them such as making sure data is entered properly, accurately and done in time to communicate with housekeeping correctly help in driving up guest satisfaction (Talawanich and Wattanacharoensil, 2021).
This experience helped me to reflect on what my abilities are and what I have not been doing so well. I found that I was capable of developing with hotel management software but I wanted more developing in conflict resolution and robust communication. The way I interacted with the concepts in the theory study was through being engaged in real-time problem solving which helped me to understand the practical applications of the that I had studied in class (Agapito and Sigala, 2024). There was an atmosphere that prompted me to be more proactive in feedback and ask colleagues and supervisors how I could improve my work habits. In terms, the placement reiterated that even in the hospitality industry, continuous learning and self-improvement are vital for success (Gannon, 2018).




Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Stronger awareness of the responsibility of work-based skills and technical knowledge for the success of hotel administration which was pushed heavily when I had the placement experience. For handling reservations, check-ins and billing processes their proficiency in using hotel management systems was necessary in the reception department. This ensured technical competency allowed for smooth operation of the operations which meant fewer errors and delays could offend the guest satisfaction. This helped use digital tools and software to generate a framework for effective management and that way communication flow became easy between different departments (Anuar et al., 2024).
Technical skills were not the only aspect that had to be developed, the soft skills needed to be equally well developed. Just one example was effective communication, as I was interacting with guests and resolving issues as they occurred in real time. Listening actively and responding with empathy gave us the ability to transform challenging situations into opportunities to improve guest experiences. In addition, teamwork was key, and in many cases working as a group of other people could often solve a problem more swiftly and efficiently. Feedback from various other departments and teams was taken to benefit the department as a whole as well as participate in the collaborative environment within the department (Huang and Baker, 2021).
Finally, this experience called for continual learning and adaptability. We were also able to learn quickly and adjust quickly to changing conditions as hotel operations are very dynamic. I engaged with supervisors and participated in briefings to appreciate the necessity of always upgrading training and professional development. Integration of technical knowledge with interpersonal skills enabled the department to keep high service and operational efficiency standards, which in the competitive hospitality industry made balance between the two of key importance (Ali and Marwan, 2019).
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Section 3: Reflection on Organisational Issues
Although a few positives existed in the placement, one organizational challenge had killed the efficiency of the department to a greater extent. An issue that happened frequently was no communication between the front office to other departments, mainly housekeeping. These delays in room preparations as well as misunderstandings about guest preferences were facilitated by the absence of a uniform system of communication. The guest satisfaction aspect was affected because sometimes the guests waited longer than they should have due to the delay in relaying the information to guests and eventually they got their assigned room later (Jones, Hillier and Comfort, 2016).
It seemed to be caused by the lack of a standardised protocol for interdepartmental communications. There were no clear guidelines, and sometimes the information would flow without the understanding of the staff. That challenge was compounded during peak hours when the number of inquiries from guests and administrative tasks spiked heavily. All this put the stress on just these employees and added an element to an environment where errors were more likely to arise (Jones, Hillier and Comfort, 2016).
When thinking of this situation I thought it was essential to have a sound communication strategy in a hotel one. If I were doing this then a digital communication tool that all the relevant departments could have access to, would have been a solution that I believe could have mitigated the problem. A system like this would allow for real-time updates and not be confused with who everybody is at any time and what they’re doing (Atkinson, 2020).
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I have enjoyed and learned a lot from my 10-week placement in the reception department. It was a chance for me to get a feel of the operational dynamics of a hotel, of how such a large operation integrates technical knowledge and ensures effective communication with people. However, the challenges, especially the problems associated with poor interdepartmental communication, taught me how important it was to have a clear and consistent flow of information to guarantee free running and high guest satisfaction. Seeing how it ends, now I feel I took the time to incorporate a technical skill set alongside soft skills to attain operational excellence. Hotel management systems were exposed to how technology can streamline processes and reduce errors, and the human was shown from daily interactions that are necessary for resolving guest concerns. This has encouraged me to continue to further develop myself in both areas. Having looked forward, I have come up with an action plan to improve on the lessons I have learned. To help me deal with challenging situations, I am planning to enrol in advanced courses in communication strategies and conflict resolution. I will also look into enriching my technical skills by learning about hotel management software and digital tools that are in the making. Finally, I try to establish mentorship from experienced professionals in the hospitality industry to continue to improve my skills.
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