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Administrative operations are a critical part of hospitality management where the staff needs to ensure the portability and efficiency of the hotel (Jawabreh, 2020). New Steine Hotel is a 4-star boutique hotel from Brighton which offers rooms, a cafeteria, restaurants, private resorts and a bar with 24-hour check-in and paid parking (New Steine Hotel, 2024). I was placed as the supervisor in the New Steine Hotel, Brighton, UK. My role was to handle the requests of the guests, their check-in and out, clear conflicts and provide operational instructions to the staff. 
The learning objectives for this placement include:
· To gather ideas about the detailed guest service protocol
· To build up technical as well as professional problem-solving skills
· To apply these skills to guest service operations
· To cultivate supervisory and leadership skills 
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[bookmark: _1esf34rb5x5z][bookmark: _Toc180864302]Section 1: Reflection on Experience and Personal Development
Kolb’s reflective model helps to learn from the own experience gathered from different situations (SÖNMEZ et al. 2022). Here, I will use Kolb’s Reflective Model to reflect on the strengths and weaknesses. 
Concrete Experience: I managed the check-in as well as check-out procedures and dealt with concerns from guests as part of my responsibilities as a supervisor in the New Steine Hotel at Guest Service Operations. Through this hands-on learning, I was able to see how well various divisions, such as cleaning and front desk staff, must coordinate to uphold the highest expectations for customer service to guests. One instance that caught our attention came when a visitor made an unexpected request to switch rooms, yet the selected suite was unavailable because of a staff misunderstanding. An event makes it clear how crucial it is to provide correct details and to be adaptable while attending to guests' requirements, particularly when under duress (Hayes et al. 2017).
Observation: I have understood that different work-based skills like technical knowledge, and conflict resolution have a strong effect on guest satisfaction. Communication helps to meet the demands of clients and keep them calm in every situation (Vallen and Vallen, 2013).  For example, I have gathered ideas regarding transparency and empathy to resolve the issues of our guests and mitigate the chances of disrupting the service quality of New Steine Hotel. 
Abstract conceptualisation: During my academic journey, my undergraduate in hotel administration management helps me to emphasise the role of teamwork and communication both in theoretical and practical situations. I have done courses for supervisory roles which helped me to effectively use such skills and handle business technicalities with the use of Power BI and MS Excel. 
Active experimentation: My prior work experience in Next, gave me a strong understanding of client-facing capacity for this position. Although I had some basic client service abilities from my previous job, I had to improve further for my supervisory role at UK's New Steine Hotel to handle bigger crowds of clients and educate new hires, among other supervisory duties. Thus, this position was an essential phase in my professional growth. In order to grow I attend professional trainings and online workshops from Udemy. I frequently gather feedback from my colleagues and improve my team coordination to support my professional development at the New Steine Hotel. 
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In order to effectively manage the New Steine Hotel administration, it is important to influence the organisational efficiency, guest management and the overall reputation of the hotel (Vince, 2022). Communication skill facilitates a clear understanding of staff roles. For example, during my work tenure, one day a guest of New Steine hotel asked for a room change due to familial issues. I lacked my problem-solving skills as I were not aware of what to do in such a situation and any of my peers were not present. I tried to keep calm and manage their expectations by helping them shift to a new room with the help of the housekeeping staff. Time management skills are another essential part of hospitality management (Bagnera and Stewart, 2020). For example, I had to handle a variety of responsibilities during peak hours in autumn and summer time, including supervising check-ins, liaising with cleaning, and responding to enquiries from visitors implementing the contingency theory. This refers to the idea that one must always have a flexible approach to situations. In contrast, one of the most important lessons learnt through the occasion was the necessity of prioritising chores according to their influence on guests and their pressing nature (Hawkins, 2017). During the Covid-19 pandemic, we have faced severe challenges regarding the health guidelines and meeting their expectations. I have recognised that only strong organisational abilities can improve the communicational flow between housekeeping and reception staff. For example, in order to enhance guest satisfaction, I instructed to mitigate and solve the issues regarding room check-in or check-out. 
My ability to perform multiple tasks effectively allowed me to make sure that every aspect of the customer experience was handled on time, demonstrating the value of organising tasks in upholding high levels of hospitality service during rush hour.
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I faced a severe organisational issue during the COVID-19 pandemic at New Steine Hotel, UK. The hotel had to swiftly put extra security precautions in place for COVID-19, such as stricter social distancing, better sanitation procedures, and updated food and beverage and dining alternatives. Yet, staff members became confused due to rapid modifications and the absence of organised avenues for communications (Rutherford, 2021). Discrepancies in providing services, including postponed room cleaning schedules, resulted from confusion, that irritated visitors and detracted from the whole experience. The whole Guest Service Operations unit of New Steine Hotel was affected by the organisational backlog caused by the absence of an efficient method.  
It has a huge impact on the hygiene standards and cleaning patterns at our hotel. The lack and delayed uniformity has led to severe dissatisfaction from some of our regular guests. Due to a lack of communication, the guest service and operational teams are not getting any clear ideas about the social distancing protocols (El Shafey et al. 2018). It made the overall operational system of New Steine Hotel slower. 
In order to solve the issues, utilising the contingency theory will be a perfect fit according to me. It will help to streamline the processes, specifically during the crisis and rush hours (NIKOLSKAYA et al. 2020). The organisational structure could also be improved via clear communication between the staff members and authority (Taylor, 2023). I can use Systems theory which highlights how different parts of an organisation are interrelated and how crucial it is for them to communicate effectively with one another. The absence of a centralised data system which might offer real-time updates to all staff members frequently resulted in misunderstandings (NIKOLSKAYA et al. 2020). Furthermore, the pressure of quickly evolving COVID-19 criteria made it easy for miscommunications to occur.
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Based on this essay, it can be summarised that my position allowed me to develop useful abilities in task management, collaboration, and communication, all of which are critical for providing excellent customer service to guests. Understanding both tactical as well as operational issues in hotel management, especially in high-stakes scenarios like unforeseen guest demands and unforeseen adjustments, was made possible by a supervisory job. 
[bookmark: _7k40wsr8yfz5]I have to strengthen my position by improving my communication skills and performing courses on operational management from Udemy and Coursera. I will establish a detailed communicational channels and feedback mechanism which reduces the challenges and ensure seamless services. I will also advocate for regular training implementations focused on teamwork and monitoring. In the future, the abilities and knowledge acquired will be crucial for me to negotiate challenging hospitality settings and professionally and confidently satisfy changing customer demands.
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