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I was working at Wivenhoe House Hotel in Reception and Front Office, which gave me firsthand experience of the operations of the hotel administration when frontline employee interacts with the guests and with the departments, interacting with information processing, and coordination on interdepartmental level. Front office departments represent administrative control centres that do the reservations of the guests, contact the guests, allocating a room, taking the money, and service coordination hence are core components of the operations and protection of the revenue (Vallen and Vallen, 2014). These functions are enhanced in Wivenhoe House due to the markets of the hotel including academic clients and leisure travellers, combined with conference events both of which demand precise administrative control and versatility.
Under the 160-hour placement, I was fortunate to work at the reception under the operation of Vasi, the Reception Manager, making guest enquiries, room, and restaurant reservations, working on the telephone, and taking special guest requests. I was involved in compliance administration with the Alert 65 staff certification system with Rajeev, which is the Operations Manager and helped Sahil in the confirmation of events and Christmas booking. 
This reflection assesses the way my professional competence developed in the Level 4 placement experience toward Level 6 administrative responsibility. In line with the principles of structured work-based learning, the selected reflective approach enables me to critique the most important experiences, use academic frameworks, and define the strengths of operations, inefficiency, and development requirements in management in the hotel (ASET, 2017). 
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Level 4 Experience and Current Placement Preparation
Through my Level 4 placement, I was exposed to front office processes like check-ins, answering of guests’ questions, and reservation. That experience formed the basis of communication skills, but did not include making decisions independently or administrative responsibility. University courses attended at the same level focused on the concepts of guest satisfaction, service processes-consciousness, and the principles of hospitality operations (Wood, 2013). 
At Wivenhoe House, the Level 6 placement demanded the implementation of these notions, which was under pressure of operations. Compared to Level 4, I had the reliance to make bookings and address the guest requests without direct control and to liaise between departments. The transition corresponds to the progressive work-based learning design in which responsibility grows along with competence (ASET, 2017). 
Placement Scenarios 
Scenario 1: Managing a Complex Guest Request 
Description:
A client called the reception to book a stay on the 25th anniversary of the wedding, insisting on a particular type of room, restaurant reservation, and room setup. I made sure availability was confirmed, then entered the booking information into the housekeeping system and then advised the housekeeping team of the requirements and informed the restaurant team. 
Response: 
To eliminate any possibility of errors in reservation information, I was making sure the department was ready and took the follow up with the guest after check-in. 
Learning and Application of Previous Knowledge:
According to the front office administration theory, pandemic strategies like information accuracy and interdepartmental communication are the factors that define service reliability (Vallen and Vallen, 2014). Wood (2013) stated that the way organisational competence is perceived among the guests is a result of the administrative coordination. Level 4 experience had taught me the rudimentary procedures of booking. However, this case involved a transition between the transactional-based service to administrative-based orchestration by inverting guest expectations into operational guidelines in different departments (Wivenhoehouse.co.uk, 2025).
This procedure was dependent on oral departmental confirmation. Although it worked in this instance, informal communication is pointed out as a danger to service inconsistencies in complex hospitality systems (Brotherton and Wood, 2008). 
Scenario 2: Compliance and Staff Certification Administration
Description:
I put in the Alert 65 compliance system departmental staff training certificates under the supervision of Rajeev. This necessitated contacting each department and gathering records and ensuring that it was complete. 
Response: 
I oversaw departmental follow-ups, accuracy of data, and the uploading of certification within the stipulated deadlines. 
Learning and Application of Previous Knowledge:
The administration of the hotels is not confined to the service which are frontline but it covers the governance and risk management (Wood, 2013). According to Felce (2019), quality control and documentation control are the key characteristics of professional administrative environments. 
Level 4 placement did not subject my responsibilities as one of governance. Level 6 experience created this level of awareness that the administrative accuracy is key and can protect brand credibility and legality in the operation. The decentralised approach to collecting the certificates generated wastefulness. Martin (2020) claimed that administrative cost control and process integration are factors that affect the financial performance of hotels.  
Reflection on Challenges, Development, and Skills acquired 
The problem that was faced was the fact that balancing the precision of the administration and responsiveness in front of the guests is a problem. Intense levels of inquiries at reception needed the focus on accuracy of the system and contact with the guests. This required time management, prioritisation, and emotional control. Wang and Zhang (2021) emphasised that the customer-oriented information management is a critical component of the modern hotel administration system, which should be integrated to keep the efficiency of their services. 
Cross-department compliance-data follow-ups had to be negotiated and pursued, which build and grow my professional communication and accountability. Jahmani et al., (2023) showed that the quality of management among the employees has an impact on the performance of the organisations in the high-end hotels. This internal management efficiency, was being enhanced by my coordination tasks, in which the reliability of information across departments is enhanced.
Key Development: 
Theories and Frameworks 
Brotherton and Wood (2008) established the framework of hospitality systems in which hotels are described as networks of interdependent services and administrative efficiency is the basis of service consistency. 
Front office operations theory places the reception as the nerve centre of the hotel, which oversees the flow of data and revenue guarantee (Vallen and Vallen, 2014). 
About performance, Jahmani et al., (2023) associated the efficiency of management of employees with the output of a company. Service confidence and competence development were stimulated by the supportive leadership approach of Vasi who did not restrict outer autonomy.
Martin (2020) stressed on efficiency of the administrative processes as the driver of profits. My actions of complying and booking activities directly impacted on minimising risk of error, ensuring revenue is not lost and credibility of services.
	Academic Frameworks
	Key Proposition
	Placement Application

	Hospitality Systems Interdependence
	Brotherton and Wood (2008)
	Interdepartmental coordination for guest requests

	Front Office as Control Centre
	Vallen and Vallen (2014)
	Reservation accuracy and information management

	Employee Management impact
	Jahmani et al., (2023)
	Supportive supervision enabling autonomy

	Administrative Efficiency and Profitability
	Martin (2020)
	Compliance and booking accuracy reducing operational risk


Table 1: Theory–Practice Alignment in Hotel Administration 
(Source: Self-made) 
Link to Academic Modules 
My Level 4 modules focused on the principles of guest service and awareness of the operations. Level 6 - Managing Hotel Administration involved the implementation of these principles in the administrative control situations. According to ASET (2017), work-based learning must have evidence of progress when it comes to task performance to analytical responsibility. 
According to Felce (2019), structured quality management is one of the characteristics of higher-level professional practise. Hotelowner.co.uk (2025) industry reports focused on the growing digitisation of hotel administration. Academic learning and the industry practise are aligned in my case of exposure to property management systems and certification platforms. 
[bookmark: _Toc211797383]Conclusion and Development Plan 
My experience in the Wivenhoe House Hotel enhanced my knowledge on hotel management beyond understanding of the front-line service. The ability to handle intricate guest request management enhanced the interdepartmental communication effectiveness, whereas the compliance management acquired awareness of governance and accuracy of data management. 
The critical analysis showed that Wivenhoe House has functional administrative performance, but potentials to enhance digitalisation in guest-request logging and centralised compliance data systems are available. 
The areas that I plan to work on in my future development include learning how to operate advanced property management and administration software and gaining the confidence to suggest system changes to the senior management. By attaining these objectives, I will be well-prepared to take supervisory and managerial positions in hotel administration where the hotel operation efficiency, information governance, and guest experience converge. 
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