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[bookmark: _Toc182217881]Introduction
My placement as a manager in the Front Office and HR Department at “Best Western Hotel Abbots Barton” required the integration of multiple administrative operations. Administrative tasks under front office operations at this premise include management of guest interactions and room assignment activities. The operations are aligned to ensure maximum excellence in customer service. Additionally, the human resources and revenue management activities involve the development of a positive workplace culture with increased occupancy levels (Carlisle, Ivanov and Dijkmans, 2021). Kolb’s Experiential Learning Cycle is used within this analysis for the learning objectives of:
· Practical knowledge development under Front Office operations and HR Management.
· Enhancement of communication and interaction skills for smooth operations.
· To improve leadership and managerial skills and the utilization of appropriate technical tools.
· Investigation of an organizational issue and implementation of appropriate solutions to improve overall hotel performance and enhance guest satisfaction.
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Figure 1: Reflective Model from Kolb (Mcleod, 2024)


[bookmark: _Toc182217882]Section 1: Concrete Experience & Reflective Observation on Personal Development
My concrete experience in a supervisory role includes the position of a Hotel Manager under the Front Office and HR department at Best Western Hotel Abbots Barton. My responsibilities as a manager within these departments include the management of day-to-day operations and support of overall HR functions within this organization. Responsibilities under the front office management involve the facilitation of check-in or check-out activities along with the resolution of guest issues and complaints (Casado, 2021). My prime task is to obtain superior client satisfaction under front-office management. Gradually my placement also took place in the human resources department which require activities like recruitment, performance analysis and improvement of team efficiencies (Vallen and Vallen, 2019).
In the reflective observation stage, my experiences as a hotel manager under two different departments involve adaptation towards necessary skills and technological proficiencies. I observed that the primary work-based skill involved communication attributes (Aset, 2020). I was required to communicate clearly and concisely with the clients and facilitate coordination among different departments at this hotel. In case of guest complaints about rooms, firstly I actively listen to their concerns and then take action as soon as possible with empathetic communication mechanisms. Team leadership and HR management-related skills were also relevant in this position (Huertas-Valdivia, González-Torres and Nájera-Sánchez, 2022). I emphasized appropriate motivation strategies in response to underperformance-related issues from the employees. Conflict resolution and quick decision-making skills facilitated workflow in high-pressure situations and prevented potential disagreements within the workforce (O’fallon and Rutherford, 2020). I utilized Property Management Systems (PMS) & HR software under technical proficiency. These were utilised for the effective management of guest reservations, room assignments & HR deployment. The Digital Revenue Management System (DRMS) also assisted me to adjust room prices according to the demand fluctuations within the region.
The combined impact of this managerial placement and academic journey significantly enraged my knowledge regarding the core skills in hotel management activities (Bardi, 2021). Throughout my journey, I emphasized the integration between theoretical knowledge and practical experience to gain proficiencies in work-based and technical skills.
[bookmark: _Toc182217883]Section 2: Abstract Conceptualisation & Critical Analysis of Skills & Knowledge
In this stage, I focused on the synthesis of experiences as a hotel manager and reflected on the broader concepts associated with my tasks & responsibilities. Management of the front office team assisted me to observe how leadership skills and theoretical frameworks are applied in a real work context. I reassigned a front desk member regarding his underperformance. This action contributed towards smooth operations along with the identification of further improvement scopes for that member (Practera, 2022). I also acknowledged the importance of communication and interpersonal skills for HR management. In case of the absence of a team member under my supervision, I facilitated effective communication with the HR and the front office department to reorganize the schedule. Additionally, clear communication with the guests ensured that the concerns were handled and addressed promptly. Critical thinking remains another primary skill in my journey as a manager in this hotel. This ability helped me to thoroughly assess a situation and analyse potential options to solve a problem. I encountered different situations such as maintenance-related delays and conflicts between the guests and staff (El Khwesky et al., 2022). In response to these issues, critical thinking skills lead to immediate solution development and maintain a proactive approach in overall hotel administration. Time management and organization skills also have vast importance for the enhancement of guest satisfaction and streamline operations.
I have also conceptualized the importance of technical knowledge in hotel administration. In my supervisory role, I was required to frequently use the Property Management System (PMS) of the Best Western Hotel. Another technical involvement includes HR software integration. This technical knowledge enhanced my ability to track roam vacancies and manage reservations quickly (Mcleod, 2024). HR Software ensures appropriate performance evaluation & then modification in the digital payroll system to ensure staff compliance and satisfaction. Utilization of the revenue management system remains an integral part of the administration of financial help of this hotel (Kumar, Kapoor and Mushtaq Ahmad Shah, 2024).
[bookmark: _Toc182217884]Section 3: Reflective Observation on Organisational Issues & Active Experimentation for Solutions Development
During my placement, the most significant organizational issue I encountered was staff scheduling and shift management in peak seasons. Activities under front office and HR Management required maintaining a balance between staff availability and guest demand (Ghani et al., 2022). Unexpected absences of the employees along with increased guest occupancy than anticipated rates have intensified this issue at “Best Western Hotel”. This issue has an impact on departmental performance such as longer response time for best requests and delayed check-in processes (Haag, 2022). This issue reduced the overall operational efficiency and developed frustration and excessive stress among the existing workforce. Issues in staff scheduling and shift management also have direct impacts on guest services. These issues ultimately lead to a lower guest satisfaction score (Lo and To, 2023). Activities like room services and concierge assistance were slower which undermined the reputation of this hotel in terms of efficient and high-quality services.
Active experimentation assisted me to develop the most relevant solution to tackle this issue. I emphasized the implementation of a more dynamic scheduling system that will adapt according to real-time guest demand. Integration of forecast models for occupancy and demand analysis must be leveraged through HR software (Guchait et al., 2023). Employee proficiency development in multiple roles is also required for a more flexible workforce. These responses have relevance to Herzberg’s Two-Factor Theory. The proposed solutions can not only improve employee motivation but also develop a more balanced work environment at this hotel.

[bookmark: _Toc182217885]Conclusion
My experience at this hotel provides valuable insights regarding the dynamics of hotel administration. This role facilitated the enhancement of my work-based skills such as leadership, communication and appropriate time management. Work-based skills streamlined my interaction with both guests and staff and addressed their concerns immediately. Technical knowledge includes PMS, HR Software & Revenue Management Tools. These remain useful for the smooth execution of reservation management, room allocation, HR deployment and guest preference analysis. 
Action Plan: The most major attribute that I identified from my supervisory role is the importance of balance between operational efficiency and guest satisfaction in hospitality operations. To thrive in this industry, I need to further improve these technical and work-based skills. Concerns towards leadership attributes and constant feedback analysis from mentors and supervisors will be required for my further improvements.
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