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[bookmark: _Toc213751120]Managing Hotel Administration – Reflection Journal 
Reflecting on my experiences across two placements in hospitality industry has made me realise how my professional knowledge and attitude have developed. In my Level-4 placement, I was employed in a busy city-centre hotel where I witnessed various operational problems like overbooking, customer complaints and interdepartmental communication problems. At that point, my focus was on getting the tasks done and cope with the daily challenges. Nevertheless, when I advanced to Level-6 in Holiday Inn Sunderland, my perspective changed from being purely operational to think more strategically of the management, leadership, and guest satisfaction. To critically analyse this transformation, I am relying on the Reflective Cycle by Gibbs (1988) that would enable me to reflect on the experience I had and what I can do to get even better.
[bookmark: _Toc213751121]Description
Front office and housekeeping lack of communication and coordination was one of the recurring issues during my Level-4 placement. On many occasions, the rooms had not been ready, thus, causing delays in guest check-ins. I recall one such incident when one of the guests got frustrated because of a mistake of double booking. I did not have a clear picture of the administrative systems or the pressures on various departments at that time. The management staff seemed distant and there was minimal staff feedback and support. On the contrary, my Level-6 placement at the Holiday Inn Sunderland has been more organized and teamwork-based. Here, I am working in a smaller and effective team where communication and accountability were highly appreciated and valued. My manager inspired me to engage in pre-shift briefings and talk about the ways things could be done better.
[bookmark: _Toc213751122]Feelings
Initially, when I started my Level-4 placement, I was overwhelmed and nervous. It was my first experience to work in a fast-paced hospitality environment, and I used to be very much concerned about mistakes. I felt isolated due to the lack of direction. I was not aware of how to deal with dissatisfaction of the guests with confidence. Nevertheless, my confidence is way better at the Level-6. I started realizing that a challenge was a learning process and not a failure. Having studied modules like Management and Organisational Behaviour and Personnel Resourcing, I could now comprehend the dynamics of the workplace through leadership and motivation theories. I was more calm and realized the significance of empathy and communication in the process of managing the guest services.
[bookmark: _Toc213751123]Evaluation
In retrospect, the key difference between the two experiences has been the leadership and organisational culture (Cherry, 2024). At Level-4, I encountered a transactional management style, where the supervisors concentrated primarily on the rules and immediate outcomes. The feedback and recognition were minimal which affected motivation. Now I understand this with the help of Herzberg Motivation-Hygiene Theory (1959) when there are no motivators, which include recognition or promotion opportunities, the morale becomes low, although the basic factors like pay and working hours are fair (Huczynski & Buchanan, 2019).
In comparison, at Level-6, my manager applied the transformational style of leadership, which, according to Teoh et al. (2022), can be characterized as the leadership that inspires commitment by communicating and sharing vision (Teoh, et al., 2022). She acknowledged team work, ensured openness and involvement in decision-making. I noticed how this helped in reducing the stress levels and improving performance. I understood that the balance between structure and empathy by the administration holds the key to the success of the business.
[bookmark: _Toc213751124]Analysis
The reflective framework by Gibbs (1988) prompted me to find out more about the causes of these differences. At Level-4, the lack of unified culture, as well as poor management, were also the causes of communication issues. Schein (2017) claims that organisational culture is founded on the shared values and norms which guide behaviour. This shared understanding was missing in my Level-4 hotel and this created a reactive and not a proactive work environment.
The culture of Holiday Inn Sunderland is more cohesive. Daily briefings made everyone informed about his or her priorities and roles. This is the characteristic of Adair Action-centred Leadership Model (1973), which places emphasis on the balance between the three core areas which are task, team, and individual needs (Adair, 1973). My manager displayed this balanced effectively making sure that the rooms were ready right on time whilst supporting the emotional well-being of the team. This observation of her helped me realize that good administration does not only revolve around efficiency but also people management.
I also observed the dynamics of teamwork and the impact on performance. Tuckman (1965) stages of team development, forming, storming, norming and performing were evident in the two placements. At Level-4, the team appeared to be in between storming and norming since there was constant change of staff and cohesion was lacking. At Level-6, the team was already at the performing stage where they trusted and cooperated with each other which lead to sustaining good results. This demonstrated to me that to achieve high standards of guest satisfaction, stable and well-coordinated team is imperative.
From marketing perspective I learned that the guest service operations have a direct influence on brand image. Parasuraman, Zeithaml and Berry (1985) state that service quality is based on whether the customer expectations are met or surpassed (Parasuraman, et al., 1985). During my Level-4 placement, inconsistencies in the service quality resulted in a gap between what was promised and what actually was delivered.  The guests posted ambivalent reviews online, which had an impact on the repeat business. The focus on cleanliness, prompt service and communication was quite effective at Level-6 and bridged this gap. This experience enabled me to observe the connection between operational administration and marketing success.
Moreover, my exposure to the Personnel Resourcing theories allowed me to consider the effect staff allocation and motivation have on the results. Understaffing was a frequent problem in the Level-4 placement that led to burnouts and mistakes. On the contrary, at Level-6, shifts were designed fairly and employees cross training ensured that they coped with multiple tasks effectively. This is in line with the argument made by Armstrong and Taylor (2020) that proper HR planning provides stability in the operations and improves employee engagement. (Armstrong & Taylor, 2020).
[bookmark: _Toc213751125]Conclusion
These two experiences helped me see my perception of the hotel administration has evolved from operational focus to a broader managerial perspective. I understand how leadership, teamwork, and culture interact to form and shape guest experiences. The negative impact of poor communication and strict management was evident at Level-4. Level-6 helped me to understand the importance of participative leadership, emotional intelligence, and constant improvement.
The process of self-reflection with the help of Gibbs model has helped me to become more self-aware. I can now easily and clearly identify how my behaviour and communication influence the workplace environment. I have also understood that a positive culture needs patience, listening, and consistency that aids in developing a positive culture. I feel that my technical knowledge has definitely improved, but on the other, I feel that my greatest progress is my understanding of human behavior and this is something that will guide my managerial approach in the future endeavors.
[bookmark: _Toc213751126]Action Plan
In the future, I intend to use three important strategies in my professional development:
1. Earn leadership competence: I will engage in further research on various leadership styles and utilize situational leadership to ensure that my leadership style fits the needs of various members of the team and situations (Tuckman, 1965).
2. Communication and collaboration: I intend to improve active listening and clarity of team discussions particularly during the busy periods. This will serve to avoid misunderstandings such as one that I experienced during my Level-4 placement.
3. Support feedback and reflection: I will offer learning opportunities by prioritizing open feedback and utilizing reflection as a learning tool. This will enable me to detect gaps and improve decision-making in real time.
By taking these steps I hope that this will strengthen my abilities for effective operations management while I motivate others and play my role in cultivating a culture of service excellence in my future roles in the management. The lessons to take from both the placements include challenges and support go hand in hand and fine balance between the two by the management is crucial for the success of a business. I have a deeper understanding of leadership styles and the roles they can play in real life managements of operations in this industry.
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[bookmark: _Toc213751128]Appendix: Learning Objectives.
Comparison and comments on the experiences between Level-4 and Level-6 placements:
The primary objective of this reflection was to know how my professional skills have evolved during the Level-4 and Level-6 placements. In Level-4, I was more compliant with instructions and I was not confident to deal with operational challenges like overbooking, communication failures, and guest complaints. At Level-6, I was more proactive and started to analyse such situations with references to the theories that I had studied. I got to know that management is not about problem solving  but also a problem preventing mechanism involving planning and leading from the front. This development has boosted my self-confidence in dealing with people and processes.
To apply theories into practice at the workplace.
I tried to transfer the classroom knowledge into real life issues in the hotel setting. The application of the Gibbs Reflective Cycle (1988) offered me a chance to ponder over my responses and learning process (Gibbs, 1988). Adair, Herzberg, and Schein models like the Action-Centred Leadership (1973), Motivation-Hygiene Theory (1959), and Organisational Culture Model (2017) offered particular guidelines to learn the leadership, motivation, and culture in the real life situation. I was able to make theory-driven decisions in the workplace more effectively as this application allowed me to understand the reasons behind the success of certain strategies and the failure of others.
To improve leadership and communication competencies.
The other goal was to enhance my leadership and people skills. The observation of both transactional and transformational leaders helped me realize that there should be a balance between direction and empathy. In Level-6, I was able to communicate more clearly and provide feedback to colleagues where necessary. This practice improved my trust and teamwork building skills. I also realised the importance of emotional intelligence and active listening as the two tools for quality management.


To create a proactive action plan of the perpetual enhancement.
It was my reflection that prompted me leading to constant improvement. I will undertake extra professional training in the area of leadership and hotel operations management. I will also aim at getting mentoring services of the experienced managers to enhance my decision making skills. Such actions will assist me in the future to progress to the supervisory and management roles maintaining high service standards and team morale.
To enhance workability and career identity.
Both placements helped me develop essential employability skills, adaptability, teamwork, and critical thinking. Now I have realized that attitude, consistency, and self-awareness are also important to employers, in addition to technical knowledge. I identify myself as an emerging hospitality professional who learns through experience, and contributes to positive organisational culture. Finally I would like to say that my experience of learning during both placements has helped me improve my confidence to handle challenges through reflective thinking and theory-based practice. This has changed my perception of leadership into a lifelong learning, adapting, and improving process which I will bring into my future career in hotel administration.

