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[bookmark: _Toc197427396]                                                                                     Assessment 1: Student Learning Log – Managing Hotel Administration
[bookmark: _Toc197427397]Introduction
The ibis Birmingham New Street Hotel and Conference Centre is a large hotel that has been operating in Birmingham for several years and provides various services to its guests. There is always food available for guests, and services including Wi-Fi and parking are complimentary; the loyalty programme is Accor Live Limitless (ALL) that offers guests discounts. At the hotel, I worked for 10 weeks on the Front Office position where I was observing the work of the supervisor while performing administrative duties myself. This learning log comprises of a reflective account of the placement with emphasis on how the placement has helped in the development of the individual (Van Dierdonck, 2006).
My learning objectives for this placement were as follows:
· To understand the operational tasks involved in managing the Front Office department.
· To develop communication, teamwork, and task management skills in a hotel setting.
· To critically evaluate the role of technology and administrative systems in enhancing guest service and operational efficiency.
Gibbs’ Reflective Cycle (1988) is the framework used to guide the structure of this log as it is a framework that helps in reflecting on experiences. The model in question has six steps, namely description, feelings, evaluation, analysis, conclusion, and action plan. This particular framework has been selected because it entails positive and negative aspects of the practise, which will help me to determine what needs to be done in the future for personal growth.
[bookmark: _Toc192074839][bookmark: _Toc197427398]Section 1: Reflection on Experience and Personal Development

Description of the Experience
In my practical experience at the ibis Birmingham New Street Hotel, I was given a pseudo role of a supervisory position in the Front Office department. Some of my responsibilities were to register guests and checking them out, booking and answering to their inquiries, and liaising with other departments such as the housekeeping department and the FandB department. I also was able to see and to some extent get involved with the hotel’s property management system which is essential in the management of rooms, guests and charges.
One of the most memorable experiences was on the weekend when the hotel was fully occupied with guests. At a one time I was given the responsibility of checking-in a large number of guests while at the same time making sure that their requests for other services like late cheque-out and upgrading of their rooms were well attended to. This helped me to gross the aspects of communication and teamwork to ensure high guest satisfaction.
Feelings and Initial Reactions
At the beginning of my work at the Front Office, I had a lot of difficulties in adapting to the flow of the work, especially during the rush hour. But as I continued to work with the tasks and other procedures involved in the programme, I developed confidence in handling many responsibilities at the same time. I could recall an instance whereby I had to sort a guest complaint that involved a billing issue that had to involve the finance department and the guest to find a common ground in a one on one conversation.
Evaluation of the Experience
All in all, the experience was quite fulfilling. I was able to use some of the concepts that I learned in the classroom and apply them in practise, for example using the revenue management techniques to sell higher categories of rooms. Nevertheless, I also faced some problems, for instance, handling rude guests and time management during rush hours.
[bookmark: _Toc197427399]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Importance of Work-Based Skills
The management of a hotel administration requires effective communication, efficient teamwork, and proper handling of tasks (Aprianto, 2018). In my working experience, I saw how the effective communication with the Front Office, housekeeping, and FandB department was crucial for the efficient functioning and guests’ satisfaction. For instance, when a guest asked for a late cheque-out, it becomes my responsibility to inform the housekeeping department to expect the change in cleaning plan (Wood, 2014).
Teamwork was also most important during rush times especially when the Front Office had to deal with numerous cheque-ins and cheque-outs (Bogumil, 2015). I understood value of teamwork and keeping a good morale despite the circumstances. Another essential aspect of multitasking was the management of tasks like guest correspondences, payments, and the PMS.
Technical Knowledge and Its Relevance
The hotel PMS was used effectively for administrative purposes in the hotel as shown below. I also got the practical experience with the PMS to search for availability, making reservations, and producing reports on occupancy and revenue. This technical knowledge is very important in hotel administration as it helps the staff to be in a position to make right decisions in delivering their services to the clients (Hammer et al., 2020).
Also, I noted how the Accor Live Limitless (ALL) membership programme improved the satisfaction of guests and stimulated return visits. Thus, apart from encouraging guests to revisit the hotel, the programme also helped to gather important information about guests’ preferences that could be used to enhance their experience at the hotel.
[bookmark: _Toc197427400]Section 3: Reflection on Organisational Issues
Identification of an Organisational Issue
Among the problems I faced during the placement was the congestion of guests during the rush hour which affected the time taken to cheque in and cheque out. This was because the number of staff to attend to these many guests was few, and this led to many guests spending a lot of time waiting in lines.
Impact on Department Performance
Long cheque-in and cheque-out times affected guest satisfaction and the performance of the Front Office department (Toh and Potapova, 2013). Those visitors who had to wait for a long time also left negative feedback, which affected the hotel’s image. Furthermore, working during the peak hours meant that the stress levels of the staff rose, thus lowering morale and productivity levels.
Proposed Solutions
In order to solve this problem, the following measures should be taken:
· Self cheque-in kiosks: This is an efficient way of dealing with the cheque in problem since it would lessen the burden on Front Office staff (Tag-Eldeen, Barakat and Dar, 2017). The following is an evidence from the research done by Bardi (2010) on how technology enhances operational efficiency.
· Increase Staffing During Peak Hours: It would also be effective to hire more employees during the periods when there is a lot of traffic by guests to avoid congestion and long waits.
· Enhance Staff Training: Training staff on conflict management and time management will enable them to respond to such circumstances in the right manner and most importantly increase their productivity (Owen and Riley, 2012).
Reflection on Resolution
Despite the fact that these solutions are not currently in use in the hotel, it is my opinion that they would be beneficial in increasing the productivity of the Front Office department as well as the satisfaction of the guests. This experience has helped me understand the principles of anticipatory problem solving as well as learn the basic conflict between operationalism and perceiving guests as customers (Kolb, 2014).
[bookmark: _Toc197427401]Conclusion and Action Plan
[bookmark: _Toc197427402]Summary of Key Insights
I have gained tremendously from this placement as it has broadened my understanding of the many issues that surround the administration of a hotel. Some of the attributes that I have gained include communication skills, teaming, and working under-pressure skills, as well as having technical knowledge of property management systems and revenue management. I have also learnt that high turnover of guests can be a major issue and how it is necessary to prevent such issues from arising in order to ensure that operations run smoothly and guests are satisfied.
[bookmark: _Toc197427403]Future Action Plan
Hence, in order to achieve my goal of becoming a professional hotelier in the future, I will:
· Also, I should endeavour to gain further training in revenue management and Property Management Systems.
· It is also important to look for opportunities for taking up supervisory roles in other departments like the sales and the human resources department to be more acquainted with the operations of the hotel.
· intensify personal analysis of my practice and consult supervising as well as other professionals to know areas of strengths and weaknesses.


[bookmark: _Toc197427404]Assessment 2: Management Assessment of Practical Tasks – Feedback from Hotel
[bookmark: _Toc197427405]Introduction
I was placed at the ibis Birmingham New Street Hotel and Conference Centre as my workplace for the 10-week assignment in the BMIH6004 - Managing Hotel Administration module. As for my field practise, I was placed in the Front Office department in which I performed practical assignments with the help and supervision of the hotel’s management. This self-evaluation is done by considering the feedback from the hotel and analysing five aspects: capability of participating in practical activities, punctuality and attitude, capability of performing activities under supervision, capability of independent working, and employability for future jobs (Tag-Eldeen, Barakat and Dar, 2017).
I have learned about my strengths and weaknesses that I can apply in my future working experience according to the feedback I received from the hotel. This report also contains the appraisal of my performance and the general consideration of the role of this placement in my professional development.


[bookmark: _Toc197427406]Feedback from Hotel
1. Ability to Take Part in Practical Tasks (20/20)
The management of the hotel appreciated my enthusiasm and grasp of the duties that were assigned to me during the placement. I also ensured that I was a very good learner and embraced any challenges that were presented to me. For instance, I was able to learn about the hotel’s property management system (PMS) and efficiently operate it in welcoming in guests, checking them in/out, and making reservations. I also took my part in responding to the guests’ concerns and complaints including billing discrepancies and accommodation mishaps.
The hotel said that I had good attitude and was willing to learn as some of my virtues. It was possible to apply the theoretical knowledge received in the process of education for practical work, for example, the application of the principles of revenue management for the sale of room categories and additional services (Owen and Riley, 2012). It was a great advantage for the management team that Markus was able to bring together theory and practical experience.
2. Timekeeping, Attendance, and Demeanor (18/20)
I was punctual and professional, which was complimented by the management of the hotel frequently. I followed my shift schedules and ensured that I was professional when dealing with guests as well as my fellow employees. The hotel enabled me to showcase my communication skills as well as my ability to work under pressure especially during the weekends and during holidays.
Nevertheless, the hotel claimed that I could enhance my time management during the periods of high demand. As much as I was able to multitask, there were times that I had difficulty in time management of tasks which resulted to a slight inconvenience in the provision of guest service. This feedback has given me motivation to work on the time management and how to prioritise the tasks during high pressure.


3. Ability to Undertake Set Tasks Under Supervision (20/20)
The hotel management affirmed that I produced excellent results any time I was assigned with tasks to be done under supervision. I complied with instructions and where clarification was needed, I did not hesitate to request it. For instance, I was able to arrange the cheque-in of a number of guests with the supervision of my immediate superior where I was able to meet most of the guests’ demands.
The hotel also observed my organisational skills and ability to work hard to meet a high standard while being supervised. I made sure to convey the understanding of the tasks assigned to me and was able to apply the knowledge in the most effective manner to get the outcomes that were required.
4. Ability to Undertake Set Tasks with Little or No Supervision (18/20)
Towards the later part of my placement I was entrusted with certain tasks that I had to handle on my own for instance handling of the guest inquiries, handling of payments and updating the PMS. The management of the hotel informed them that I was able to handle these tasks well, and that I was capable of working independently (Kolb, 2014).
However, the hotel recommended that I could improve my ability in decision making, especially when I am working on my own. However, there were situations where I would avoid taking decisions on my own and would seek the permission of the supervisor. This has made me develop confidence and self-decision in future endeavours that I intend to undertake in my future endeavours.
5. Suitability for Future Employability (20/20)
The management of the hotel evaluated my performance well for the future employability indicating that I have all the attributes that would enable me to fit well in the hospitality industry. They noted my good work ethic, good attitude and that I am a team player as some of the qualities that make me a good employee. The hotel applauded my attitude towards learning and professionalism that I demonstrated throughout the training period (Bogumil, 2015).
[bookmark: _Toc197427407]Self-Evaluation and Reflection
Strengths
· Proactive Approach to Learning: I was always eager to learn and embrace challenges and this was well acknowledged by the management of the hotel.
· Strong Effective Communication: I was very effective in my communication with the guests and the colleagues during our shift and when the place was busy.
· Attention to Detail: I took my responsibility with a lot of integrity and pride by being very organised with my work, including guest cheque-in and billing problems.
Areas for Improvement
· Time Management: This is an area where I did well under pressure, but it is an area that I still need to work on in terms of the way I allocate my time during high traffic periods.
· Decision-Making: I have to improve on my ability to make decisions on my own especially when I have to act on a decision right away.
· Technical Skills: Though I used and updated the hotel’s PMS, I would like to enhance my technical skills in the areas such as, Revenue management, Data analysis.



[bookmark: _Toc197427408]Reflection on Placement Experience
This placement has been very informative for me and has helped me to gain much insight into the various aspects of managing a hotel (Hammer et al., 2020). I have also gained work-related skills including communication, teamwork, and working under time constraints and pressure apart from gaining technical knowledge in property management systems and revenue management. I have also learnt the difficulties that comes with high guest turnover and also the best practises to be adopted in solving problems in order to enhance efficiency and guest satisfaction.
I have also received feedback from the hotel on my strengths and weaknesses that will help me in future personal development. I am sure that the skills and the knowledge that I have received in this placement will help me to make a positive impact in the hospitality industry and meet the desired career objectives.


[bookmark: _Toc197427409]Conclusion
The experience I received from the ibis Birmingham New Street Hotel was indeed helpful in assessing my performance during the placement. I have shown my work related competencies, technical proficiency as well as my passion for learning and growth. Still, there exist some weak points that should be addressed in further endeavours; they are time management and decision-making.
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