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This reflective learning log takes a critical reflection of my experiential learning in two industry placements, which included Delta Hotels by Marriott and Novotel Wembley. I practiced at Delta Hotels as a breakfast assistant, where my duties included early morning preparation and serving of the buffet, cleaning, and organisation of services. At Novotel Wembley, I had a closer interaction with the housekeeping department, where I followed supervisors around and watched over administrative procedures, which included room inspections, quality control and the reporting systems. These internships provided a unique exposure to the lesser-known but very powerful world of back-office functions in the hospitality business.
The analytical perspective that centres on the importance of back-office systems, data accuracy and resource deployment in support of service quality and operational efficiency is the most important analytical lens in this log. It also examines the way in which new technologies, including automation and artificial intelligence, will change these administrative pillars. The three learning objectives that will guide this analysis are as follows: (1) to get an idea of the administrative task of housekeeping supervisors; (2) to consider the consequences of back-office systems on operational performance; and (3) to assess how technology interventions hold the potential to simplify administrative processes (Policarpio, 2024; Mohsin et al., 2023).
[bookmark: _Toc200718343]Reflective Evaluation Structured Model.
The usage of Gibbs Reflective Cycle allows creating a strong structure to reflect critically on my experience in Novotel Wembley. At first, I followed supervisors when they were making room inspections and noticed that they used standard operating procedures (SOPs) and checklists as a method of quality control. They were checking the cleanliness of the guest rooms, reporting malfunctions through digital logs, and communicating with housekeeping employees to correct the disparities. I was also able to develop my role and take part in briefings and contribute to final inspections, providing an overview of housekeeping administration.
On the emotional level, I felt curious and ambiguous. On one hand, the procedures were clear due to the structured nature of SOPs, but on the other hand, the high-paced environment contained many issues of communication and prioritisation. At first, I was intimidated by the need to understand inspection requirements, especially in cases where the demands of the guests were in conflict with the operational realities.
Reflectively, I noticed that definite SOPs aided consistency in the services, but their use depended on the experience of the members of staff. Such lack of consistency was reflected in the feedback patterns, which in some cases were either late or lacking in details. Husaini et al. (2024) identified that supervisors have a leading role in ensuring SOP compliance, which reflected in my placement experiences. Moreover, Neupane and Khanal (2022) shed light on the fact that the power of SOPs is magnified greatly when ordered with a well-planned on-the-job training, which, in my practice, was unevenly used. Such inconsistencies, according to Mohsin et al. (2023), are associated with turnover problems on a larger scale, which confirms the significance of back-office practice consistency in retaining workers.
Conclusively, my placement highlighted the importance of elaborate SOPs, feedback and proactive supervision in promoting operational excellence. Such administrative procedures are crucial to the ready status of the rooms and improved satisfaction of the guests.
In the future, I wish to have a more in-depth acquaintance with property management systems (PMS) applied in housekeeping coordination. I will also engage in rota/schedule making where possible to have some exposure to resource deployment. Competence in digital reporting tools will also be developed to enhance my back-office skills and readiness to take up supervisory roles.
[bookmark: _Toc200718344]Analysis of a Key Administrative Issue
The topic of training was one of the administrative focuses when I did my placement at Novotel Wembley, especially in housekeeping. When I was shadowing supervisors, I noticed that there were some differences in the ways new room attendants were initiated into work. They gave some of them elaborate walk-throughs and checklists, and others they just allowed to learn by observation; this tended to cause some variance in the quality of rooms and the speed of preparation.
Such a disjointed approach can be contrasted with best practice models within the industry. In the investigation of Marriott International, Neupane and Khanal (2022) confirm that both on-the-job and off-the-job training organised in a structure firmly improve employee performance. Lack of a standard training procedure at Novotel appeared to interfere with quality management as well as team spirit. The conclusions of Amirulloh et al. (2021) also confirm that inefficient training worsens administrative performance by introducing inequality in the performance of duties.
As a student, I can say that effective training is another finding of UIJRT (2023) that determines job satisfaction and professional development. My experience correlates with this, as the members of the staff who had passed through the full orientation process seemed more confident and were more inclined to administrative processes. By comparison, individuals without such exposure were normally in need of closer attention, hence putting more strain on back-office systems.
The strategic implications of these training lapses are also a concern. That is why, as Mohsin et al. (2023) claim, insufficient training contributes to turnover, especially in operational areas, such as housekeeping, where the job position is not only physically challenging but also highly procedural. The functional pressure is additionally extended under high-occupancy situations, when administrative continuity turns out to be essential (Facilities Journal, 2021).
Hotels ought to counteract these challenges by introducing compulsory shadow checklists and inclusion of peer-led orientation programs to new employees. This would help justify resource placement and enhance the uniformity of service in general. Improving the training role as an administrative capability does contribute to performance and forms a basis of wider operational efficiency.
[bookmark: _Toc200718345]Technology and Administrative Transformation
When I was placed at Novotel Wembley, use of manual room inspection checklists was amongst one of the key challenges that I experienced. These paper procedures were well organised but time-wasting and liable to miscommunication or forgetting. As the administrative process changes with hotel functioning, the prospect of introducing automation and artificial intelligence-based systems is promising.
According to Alrawadieh et al. (2020), AI has a potential to considerably optimise inspection-related work by providing real-time data acquisition and anticipating maintenance notifications. Mobile inspection applications and voice-command interfaces may also make housekeeping processes in a future-forward hotel environment fast and error-free, supporting quick room turnovers. These digital solutions are also assisting in promoting the accurate performance monitoring and reporting, thereby promoting the administrative responsibility.
The so-called smart tourism frameworks presented in the Smart Tourism Report (2021) are already affecting the allocation of resources in hotels by using predictive analytics and automatic scheduling systems. The technologies used do not only streamline the processes but are also in line with the wider sustainability objectives. Choy et al. (2021) explain why housekeeping digital tracking can minimise waste and enhance energy usage, making operation performance and environmental care align.
The use of digital revenue management tools even goes further to help with the administrative planning process by predicting occupancy patterns and aligning the staff deployment in correlation with those predictions (Digital RM Study, 2021). Nevertheless, such systems cannot be implemented without thorough staff training and are subject to resistance at the introduction stage or because of the costs involved.
Overall, new technologies provide a chance to reinvent housekeeping administration as a more proactive, analytic role. Not only will this ensure that efficiency is improved, but also that the operations in the hotel are not disrupted by the changes happening in the industry.
[bookmark: _Toc200718346]Conclusion
Critical evaluation in this learning log has been given on how administrative systems, especially within the housekeeping operations, affect service delivery and resources deployment within the hotel settings. The visit to Delta Hotels by Marriott and Novotel Wembley provided real-life understanding of SOP compliance, the level of training, and the power of upcoming technologies.
My planned three learning outcomes, which were to learn about the role of supervisory roles, the effects of back-office systems and the role of technology in administrative transformation, were achieved through structured reflection. Experiential learning, as discussed by Policarpio (2024), has also helped me to bridge the gap between academic theory and practice, affirming the importance of effective administrative operations in hospitality. In the future, I will not hesitate to pursue any experience that can enable me to develop my digital literacy and administrative skills in the hotel setting.
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