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[bookmark: _Toc189960487]Introduction
Aphrodite Group is a luxury hotel offering boutique accommodations with premier guest services. During my 10-week placement in the Reception/Front Desk department, I worked as a shadow in a supervisory role on hotel administration. I placed to do technical knowledge and improve technical knowledge, development of work-based skills, as well as take on real-life operational issues. Double booking was one area that was a real problem, which affected guest satisfaction and operational efficiency through great margins. This log critically analyses my learning process using the ERA (Experience, Reflection, Action) Reflective Model in relation to key skills, challenges and solutions for hotel administration (Jasper, 2013).
[bookmark: _Toc189960488]Learning Objectives
· Develop communication, teamwork, and problem-solving skills in a hotel environment.
· Gain technical knowledge of hotel administration, including reservation systems and policies.
· Understand the impact of administrative issues (e.g., double booking) on guest experience and hotel operations.
· Apply theoretical knowledge to improve management strategies and guest service standards.


[bookmark: _Toc189960489]Reflection on Experience and Personal Development (ERA Stage 1: Experience)
During my placement, I shadowed a reception supervisor and participated in overseeing guest check-ins, reservations, and problem resolution. This role gave me a chance to understand the fast hotel administration environment of effective communication, teamwork, and task management to achieve guest satisfaction (Bardi, 2012). I was one of the key people to handle the reservation discrepancy as well as overbooking, guest arrivals and departures. I had to coordinate with housekeeping and management several times to get rooms ready, especially during peak cheque times when guests expected hassle-free service. Communication was one important learning area such as handling guest complaints and handling communication with other departments (Casado, 2012). I have observed clear and professional communication to de-escalate tense situations. For example, I was able to reach out to find an alternative room for a guest whose reservation was mistakenly cancelled during a service interaction in a hotel. They were not aware of what was going on, and letting them know why, so it related to Mehrabian’s Communication Theory, which discusses words, tone, and body language in servicing (Mehrabian et al., 2017).
Another critical aspect of my learning was the teamwork. The importance of having a smooth flow in the operations was realised through teamwork with the reservations, housekeeping and management. One such example was when I had to work closely with the reservations to reallocate rooms and provide guest compensation options as service recovery strategies (Rutherford 2006). Additionally, the placement helped me in managing my tasks better, especially when there was a lot of work to be done, and you have to do it under immense pressure. As the front desk processes cheques in queues and manages urgent guest requests so, I had to focus on prioritising urgent guest requests that come to the front desk. With these experiences, I clarified more about the guest service strategies, especially the way of recovering the service and solving the problem to increase guest satisfaction.
[bookmark: _Toc189960490]Critical Analysis of Work-Based Skills and Technical Knowledge (ERA Stage 2: Reflection)
The Aphrodite Group placement provided me with a perfect blend of practical skills and theoretical knowledge, essential elements in effective hotel administration. Communication and conflict resolution was one of the most important things and it was sorely missed, especially regarding double booking. Often, I had to calm the frustrated guest while speaking with reservations to resolve their issue. In these interactions, I put Mehrabian’s Communication Theory (1971) to use in order to deliver a positive guest experience by choosing the right words and my tone and body language (Mehrabian et al., 2017). One particular instance was when a couple showed up to their room only to find it taken by a system error I consoled them, explained what happened appropriately and helped management to arrange an upgraded room to show that proper service recovery strategies were implemented.
Technology and reservation systems were another crucial area. I gained hands-on experience with PMS (Property Management System) software is key to preventing and resolving booking errors (Krželj Čolović & Cerović, 2013). This experience clearly emphasised the importance of precise attention to detail in hotel administration. In addition, I trained on reservation management systems that allowed me to recognise patterns of booking discrepancy and thus better pre-empt and minimise the risk of overbooking. The key to obtaining customer satisfaction was essential customer service and emotional intelligence (Haag, 2014). Aamir (2023) explains that according to Goleman’s Emotional Intelligence Model, self-awareness, empathy, and social skills were important to the guest interactions and those roles were assumed by me. The ability to manage guest expectations while being professional and calm under pressure assuredly helped me when it comes to de-escalating conflicts. Operational challenges provided a test for my problem-solving and decision-making skills. My approach to dealing with double booking situations using the Service Recovery Model gives the guest compensation and alternative accommodations (Li & Huang, 2017). Placed in this serving position, I was able to use theoretical knowledge from my hospitality management studies in order to practise the real-world work of customer service in high-pressure situations.
[bookmark: _Toc189960491]Reflection on Organisational Issue – Double Booking (ERA Stage 3: Action & Resolution)
Double booking was one of the most difficult tasks I faced during my placement at The Aphrodite Group, where two or more guests were allocated to the same room. The outcome of this led to frustrated guests, additional work burden on the front desk staff, and financial and reputational damage to the hotel (Raghubalan & Raghubalan, 2023). There was a specific incident when a couple finally arrived after a long journey only to discover that their room was already taken, a mistake in the system. They were frustrated, and this required conflict resolution and service recovery in order to maintain the satisfaction of the guests.
The impact of double booking was widespread. Guest dissatisfaction led to negative reviews, loss of trust, and damage to the hotel’s brand reputation (Johnston et al., 2021). For staff, resolving these issues was stressful and time-consuming, often delaying other front desk operations. Additionally, financial losses arose from compensation measures such as upgrades, discounts, or relocation to partner hotels (Tewari, 2016). The hotel initially addressed the issue by offering apologies, providing alternative accommodations, and identifying technical glitches in the reservation system. They also introduced staff training programs to improve accuracy in managing reservations.
[bookmark: _Toc189960492]Proposed Solutions
While these measures were helpful, I identified further improvements. Real time synchronisation would be added to the reservation system to reduce time lags among the booking platforms. AI-based forecasting tools could also predict and prevent overbookings. Introducing Weekly Refresher Sessions and Checklist System at Shift Handover might help improve team communication and training (Casado, 2012). Another aspect of this strategy would include a guest relocation policy alongside these nearby hotels that will be able to solve the problem seamlessly for the displaced guests and maintain goodwill. Applied Herzberg’s Two Factor Theory, the delivery of compensation and excellent service recovery is the motivator and also the crucial hygiene factor is to ensure reservation reliability (Lim, 2024). Additionally, the Service Recovery Paradox indicates that the guests exposed to outstanding recovery of service will report a stronger positive impression than those exposed to no issue at all (Wardley, 2021). This experience has taught me that well-planned proactive system management, clear and proper communication and proper recovery strategy are vital to effective hotel administration.


[bookmark: _Toc189960493]Conclusion
This placement made me understand hotel administration in a better manner, especially guest relations and operational challenges. Double booking is an issue which needs efficient problem-solving and a proactive approach. This, in addition, gave me a chance to reinforce basic work-based skills like communication, teamwork, and technology competence that are vital in keeping our hotel operations smooth and guest satisfaction.
Action Plan for Future Career Growth
· Further training in hotel reservation systems (e.g., Opera PMS, Cloudbeds).
· Develop conflict resolution strategies through additional customer service workshops.
· Expand industry knowledge by networking with hospitality professionals.
· Gain more supervisory experience to build leadership and decision-making skills.
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