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This reflective log will be designed to focus on the reflection on my learning professional and personal experiences of my 10-week Level 6 hotel placement. As part of my placement, I worked at Holiday Inn as a supervisor in the customer service department. The hotel’s administrative operations have different functions which ensure smooth and flexible operation management (Shoulders, 2020). These operations involve managing customer reservations, maintaining cleanliness and hygiene and coordinating with the food and beverage services to provide quality experiences. To ensure profitability, the hotel’s administration manages budgeting and economic management. In addition, employee management which includes hiring, training and planning is also the part of administrative operation of Holiday Inn (Chi, Glaser and Rees, 2022).
Therefore, the learning objectives for the placement within Holiday Inn's customer service department are the following. 
· To learn how to provide a unique customer experience that pleases clients and increases trust and loyalty.
· To learn how to manage customers by using positive word-of-mouth to protect business reputations and ensure business growth. 
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Figure 1: Gibbs reflective cycle.
Source: (Williams and Spiro, 2020). 
Using Gibb’s reflective cycle, the learning objectives for the placement as a supervisor within Holiday Inn are described. Gibb’s reflective cycle has six stages description, feelings, evaluation, analysis, conclusion and action plan through which I would like to analyse the learning experience of my placement at Holiday Inn.
Description: As a placement supervisor at Holiday Inn, I oversaw different aspects of administration which include communication, teamwork, task management, personal skills and guest services (Forrest, 2023). I was responsible for coordinating with other departments to confirm that guest demands were met successfully and efficiently (Hughes and Bailey, 2020). These include collaborating closely with front desk employees, food and beverage services and so many more. 

Feelings: At the very beginning of my placement, I felt stunned by the roles and responsibilities of managing diverse functions at the same time. However, as I attained experiences, I began to appreciate the significance of clear teamwork and communication in nurturing a positive work environment (Williams and Spiro, 2020). Effectively, resolving guest issues opened an opportunity for me to develop a sense of reinforcement and fulfilment of my promise of outstanding guest services. 
Evaluation: Effective and strong communication was critical in my role. Keeping open lines with other departments permits flexible operations and quicker problem-solving (Shoulders, 2020). Teamwork plays an important role in managing busy periods, depending on each other’s strengths and tasks more manageable. However, I faced difficulties when employees had opposing priorities which irregularly led to postponements and misperceptions. 
Analysis: The significance of task management became clear as I addressed those prioritising roles and responsibilities necessary for the fulfilment of guest needs. By allocating tasks depending on an individual’s capability, the efficiency of the employee was increased (Bassot, 2020). In addition, when I was in a placement, I noticed that personal skills like active listening, and empathy influenced guest relations, but I was not attentive to listening to guests (Hickson, 2023). Establishing a bond with guests helped in addressing their concerns and needs and I failed to make a strong bond with the guests due to my sameness. 
Conclusion: In conclusion, I must say that my experiences focused on the interrelation of communication, teamwork and diverse personal skills in providing excellent customer service. I learned that positive communication helped anticipate issues and nurture a supportive work environment while stringing personal skills to create a welcoming environment for guests within Holiday Inn.
Action plan: I need to develop my active listening skills by paying attention to the guests. In addition, I have to develop my building relationship skills by communicating with the customers or other employees positively. 
[bookmark: _Toc180663780]Section 2
Importance of work-based skills: The role of supervisor in Holiday Inn demands exceptional work-based skills. For example, a supervisor has to not down guest complaints seriously (Chi, Glaser and Rees, 2022). By implementing positive and strong communication and emotional intelligence skills, the supervisor or manager can increase customer satisfaction by resolving their problems. In addition, effective management depends on the capability of leading and motivating employees. A manager is trained in work-based skills and can nurture a collaborative work environment and increase productivity (Hickson, 2023). For instance, by using conflict resolution skills, the manager can maintain a tuneful team which is critical at times of peak seasons and stress levels are also high. 
Importance of technical knowledge: Property Management Systems (PMS) is necessary for Holiday Inn because this technical knowledge continues a streamlined operation, At Holiday Inn, acquaintance with this software makes managers able to handle reservations successfully, billing and inventory management (Bassot, 2020). In addition, knowledge of industry policies and regulations and different safety standards is also necessary. For instance, the hotel manager of Holiday Inn has to ensure compliance with health and safety regulations to lessen the risk which can create problems or harm to employees and guests (Wall, 2019).  
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Kolb’s reflective cycle is used to reflect on the overall experiences and address the issues of the organisation regarding managing hotel administration along with their impact on performance, guest services and overall operations (Shoulders, 2020). Using 4 stages the reflection is provided.
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Figure 2: Kolb’s reflective cycle.
Source: (Cohen and Levinthal, 2019).
Concrete experience: I experienced diverse things during my placement at the Holiday Inn. I saw that the managerial department faced diverse issues like staffing shortages due to turnover, and enhancement of costs for training and development programs as per the needs of the employees (Healey and Jenkins, 2020). In addition, I also saw that the company faced economic threats at the time of integrating technology as their management strategy for giving excellent services to their guest. 
Reflective observation: I must say that these difficulties created problems for the hotel because there was high employee turnover and that is why the department had to run its operations understaffed (Williams and Spiro, 2020). In addition, improper training and development programs led to inconsistent service delivery at the hotel.
Abstract conceptualisation: I think, the department could increase the budget to lessen employee turnover by rewarding them, arranging training and development programs for increasing skills and integrating technology into their operational processes (Forrest, 2023). The hotel needs to be concerned about employee feedback and their concerns. 
Active experiment: The above discussion indicates the issues of the organisation regarding managing hotel administration. I experienced that implementing diverse strategies like arranging training and development and increasing the budget can lessen restrictions from the recent upgrade of the hotel (Cohen and Levinthal, 2019). Increasing the budget can ensure a proper training and development program and successful incorporation of technology and the managerial department can overcome the encountered issues and successfully increase overall performance, guest services and overall operations. 
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Conclusion
This reflective log has focused on work-based experience and technical knowledge along with their importance. Therefore, personal and vocational development is necessary to shape my future career because this will teach me how to manage administrative operations within a hotel using work-based knowledge and technical knowledge like communication, teamwork, software management skills and so many more. 
Action plan
	Objectives
	What I should do?
	Required resources
	Time bounds

	To improve active listening skills
	Need to ask questions, pay attention to others, focus on body language
	Listening to news on TV or Radio, attentive to others. 
	30 days

	To build up a strong relationship skill
	Need to communicate with others regularly, respect others, be positive listen more and speak less. 
	Verbal and non-verbal communication, networking, teamwork
	15 days

	Multitasking skills
	Need to avoid distraction, delegate work properly, and regularly monitor progress. 
	Write lists, make a to-do list, technological use. 
	30 days
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