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[bookmark: _Toc190040222]Introduction
The hotel Delta Hotels Newcastle Gateshead stands in the centre of Newcastle city, where it delivers multiple services to create a smooth guest experience (Marriott, 2024). The administrative operations at the hotel maintain operational smoothness throughout all departments. The hotel retains various operations, which include reservation management, guest service oversight, housekeeping coordination, front office activities management, financial transaction processing and brand compliance maintenance. The administration team fulfils vital functions which sustain operational efficiency and serve both customers and operational success.
For the placement within the hotel’s administration department, the learning objectives are as follows:
· To gain practical experience in hotel administration and shadow a supervisory role.
· To develop an understanding of the technical knowledge and work-based skills required for efficient hotel operations.
· To improve communication, teamwork, and task management skills within a hotel setting.
· To critically assess and reflect on administrative processes that influence guest services and departmental performance.
· To identify and resolve operational challenges related to hotel administration.


[bookmark: _Toc190040223]Section 1: Reflection on Experience and Personal Development
For this reflection, I will be using Gibbs' Reflective Cycle, which involves six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan (Channell, 2023). 
[image: A diagram of the Gibbs Reflective Cycle illustrating the six stages of reflection]
[bookmark: _Toc190010530]Figure 1 Gibbs' Reflective Cycle
This model will allow me to explore my experiences in depth and critically evaluate how they contributed to my personal and vocational development.
Description
At Delta Hotels Newcastle Gateshead, I joined the placement programme to monitor a supervisor who worked in the hotel’s administrative department. My responsibilities as an intern included performing daily office tasks, coordinating team activities and customer support, and maintaining connections across different departments. Through my study of back-office and finance organisations, I obtained knowledge about essential operational procedures that maintain hotel efficiency.
Feelings
Shadowing a professional hotel supervisor brought both curiosity and excitement because it was my first time seeing such work. The process filled me with nervousness because I could not determine how to handle administrative tasks within this constantly changing environment. I became more assured in my abilities and felt better about the situation because learning obstacles are expected to happen.
Evaluation
My quick adjustment to teamwork allowed me to communicate efficiently with my colleagues and hotel guests. I addressed a guest complaint about a booking mistake while developing my customer service abilities in the process. Understanding the complicated booking and billing systems of the hotel proved to be my first major hurdle.
Analysis
Communication, teamwork, task management, and guest service skills were essential in my role. Clear communication between departments ensured smooth operations, while teamwork allowed tasks to be completed efficiently. Guest service, in particular, highlighted the importance of understanding customer needs and resolving issues promptly. The technical knowledge required to use the hotel’s booking and management systems was crucial in maintaining accuracy in all operations (O’Fallon and Rutherford, 2010).
Conclusion
I learned the importance of adaptability, communication, and technical proficiency in hotel administration. These skills are fundamental to effective management and ensuring high-quality guest experiences.
Action Plan
To improve, I plan to develop my knowledge of hotel management systems further and focus on improving my problem-solving skills, particularly in complex customer service scenarios. I will also seek additional training in communication techniques and task management.
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My shadowing experience at Delta Hotels Newcastle Gateshead revealed various essential work-based skills and the technical knowledge needed for operational success in hotel administration. These skills maintained operational efficiency and simultaneously improved guest satisfaction and teamwork.
Importance of Skills
Key skills like communication, teamwork, and task management were central to my role. Communication, in particular, was critical in facilitating clear interactions between departments. Smooth communication directly impacted the efficiency of administrative tasks and guest service. Teamwork was another crucial skill, as effective collaboration helped manage the workload, particularly during peak periods. Task management, particularly in balancing multiple responsibilities, was essential for ensuring that deadlines were met and operational processes were streamlined.
Examples from Experience
Team members and I solved a booking misunderstanding during a team meeting by providing the necessary clarification. By delivering clear information to housekeeping and front desk personnel, I helped resolve the guests' problems without delay. Using the hotel’s management systems, I acquired practical experience updating reservations while processing payments and tracking room availability, as I needed to understand technical aspects. The acquired information played an essential role in maintaining operational efficiency.
Connection to Theory
My hotel experiences match multiple theoretical principles that apply to hotel administration. Internal communication as a concept demonstrates the necessity of prompt and clear information sharing between team members, according to Quirke (2017). The guest experience management theory confirms how every administrative duty, from booking management to billing, directly shapes the complete guest experience (Kandampully et al., 2018). The theoretical knowledge demonstrated how effective administrative competencies create a direct path to higher customer satisfaction.
[bookmark: _Toc190040225]Section 3: Reflection on Organisational Issues
Identification of Issue
At Delta Hotels Newcastle Gateshead, I observed that front office staff created a significant issue by lacking effective communication with housekeeping personnel. Room preparation delays, together with incorrect room assignments, happened due to frequent communication breakdowns between departments (Kensbock et al., 2017). The communication problems generated operational challenges, which ultimately resulted in poor guest service quality (Baird and Mollen, 2023). Housekeeping staff remained uninformed about guests' special requests, thus resulting in customers who needed specific room accommodations not receiving proper accommodations.
Impact of Issue  
Due to this breakdown in communication, the department's operational quality and guest satisfaction suffered greatly (Shen et al., 2020). The delays in preparing vacant rooms created operational problems that extended guest waiting times, particularly when cheque-ins reached their peak. Guests encountered rooms with unsatisfactory conditions because both departments failed to coordinate the proper delivery of amenities and bedding arrangements. The hotel's reputation for reliability suffered while guest service standards declined because staff morale decreased because of handling these unexpected issues at the last moment (Wood, 2013).
Proposed Solutions
Hotel management needs to establish a formal and organised communication system which will help solve this problem (Whelan and Molnar, 2018). A shared digital platform should become the basic solution to link real-time updates from housekeeping with front office teams through a hotel management system. A real-time interface system allows teams to share simultaneous access and make updates regarding room assignments together with special requests and early arrivals (Li et al., 2021). This system deployment would reduce misinterpretations between teams, thereby advancing operational efficiency. Daily work assignments and guest requirements should be discussed between housekeeping teams and front office personnel through huddles. The proposed solution selects the horizontal communication model for organisations because it enables real-time connections between frontline departments to enhance operational performance and guest service delivery.
[bookmark: _Toc190040226]Conclusion and Action Plan
The research analysed observations collected through my assessment of supervisory hotel administration at Delta Hotels Newcastle Gateshead. The hotel supervisory experience taught me fundamental work-based competencies that hotels need, such as communication abilities, teamwork skills, and task management competencies. The ability to deliver excellent guest service, combined with system understanding, is essential for managers to execute their job tasks because these core competencies emerged during the placement period. Active administrative workers need theoretical concepts and practical abilities to reach success, according to observational evidence. The combination of practical hotel work placements enables hospitality professionals to build workplace competencies that result in superior hospitality work performance through improved communication skills, problem-solving abilities, and management skills development. Through learning hotel management software, staff members begin developing customer service advancement plans as they participate in leadership and team coordination training sessions. The established procedure develops professional competence by adding new career opportunities to the hospitality field.
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	RESEARCH
	For this assessment, you can use Generative AI to support you in research, including searching for bibliography, and using tools to summarise, compare and
interrogate materials.
	Yes ☐

No ☐✔

	STRUCTURE
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts
and headings, etc.
	Yes ☐

No ☐✔

	PROOFREADING
	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including rephrasing of your
own work within specific standards.
	Yes ☐

No ☐✔

	WRITING
	For this assessment, you can use Generative AI to create text for submission.
	Yes ☐

No ☐✔

	CREATIVE
	For this assessment, you can use Generative AI to create creative materials, such as images.
	Yes ☐

No ☐✔

	PROGRAMING
	For this assessment, you can use Generative AI to create and check code.
	Yes ☐

No ☐✔

	NONE
	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading
support and creative support.
	Yes ☐✔

No ☐
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I acknowledge the use of Grammarly (https://www.grammarly.com/) on 26 February 2025 to check my work using the prompt(s):
· Please check the following text for readability, grammar and syntax.
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.
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