MANAGING HOTEL ADMINISTRATION:

Hotel student placement is an integral part of hospitality management education that provides students with practical experience in a real-world setting. As someone who has completed a hotel student placement at the Ibis styles hotel, I can say that it has been an invaluable experience that has taught me a lot about the hospitality industry. (1)
The main advantage of hotel student placement is that it allowed me to apply the theories and concepts that I have learned in the classroom to a real-life situation. It has given me the chance to see how the industry operates and what it takes to run a successful hotel. Alongside this I have also learned the importance of teamwork, communication, and customer service skills. During my hotel student placement, I was able to work in various departments of the hotel, from front office to housekeeping, food and beverage, and events. This helped me to gain a holistic understanding of the hospitality industry and how different departments work together to provide a seamless guest experience. (2)
During my placement I was also given the opportunity to develop my soft skills. I learned how to interact with guests and colleagues from different cultural backgrounds, handle conflicts, and think on my feet. These skills are essential for a successful career in the hospitality industry. For example, when I was on placement, I had to deal with a customer complaint which developed my communication skill. When I was working at the front desk of a hotel, a guest complained about their room. In order to resolve the issues to the best of my ability I had to firstly listen actively to understand the issue fully. The customer had originally booked a room with a window but when they arrived in their room there was no window, and the customer was unhappy about the situation as they feel very claustrophobic in a room without a window. As the customer was clearly agitated and angry my first response was an apology for the mix up. Secondly, I then used my initiative to check for any spare room with a window in the hotel that I could offer to the guest, and after finding a spare room I got this authorised by the manager. Both the manager and the guest were really happy with how I handled the situation in a very effective and professional manner. This experience taught me the importance of good communication skills and being able to relay information in a professional and respectful manner even if the guest is upset or angry. (4)
Top of Form
Also, whilst on placement I got the opportunity to shadow the housekeeping staff in the hotel, I became increasingly impressed with the level of attention to detail that they exhibited. It was clear that they were highly trained and skilled in their work. Each room was thoroughly inspected to ensure that it was cleaned to the highest standards before being marked as complete. I noticed that the staff paid special attention to the smallest details, such as making sure that the edges of the carpets were free of debris and that the corners of the rooms were dusted. They also took the time to ensure that each piece of furniture was in its correct position, and that any signs of wear and tear were addressed immediately. (3)
What struck me the most was the teamwork and communication among the staff. They worked seamlessly together, each one knowing their role and responsibilities, and ensuring that they didn't get in each other's way. They used walkie-talkies to communicate with each other, allowing them to work more efficiently and effectively. As we moved from room to room, I couldn't help but feel grateful for the hard work and dedication of the housekeeping staff. They were the unsung heroes of the hotel, responsible for making sure that guests had a clean and comfortable environment during their stay. I realized that their job was not an easy one, and required a lot of physical effort and attention to detail. However, they approached their work with a sense of pride and professionalism that was truly impressive. Overall, my experience shadowing the housekeeping staff in the hotel was eye-opening. It gave me a newfound appreciation for the hard work and dedication that goes into maintaining a clean and welcoming environment for guests. (5)
From the placement I learnt the importance of management performance within a hotel, particularly in relation to the reception as this can have a significant impact on the overall guest experience. I noticed that the reception is often the first point of contact that guests have with the hotel, and it sets the tone for their entire stay. A well-managed reception will ensure that guests feel welcomed, valued, and taken care of. I felt one key aspect of management performance in relation to the reception is staffing. Adequate staffing levels are essential to ensure that guests are greeted promptly and efficiently. Managers should ensure that there are enough reception staff members to handle the volume of guests and to provide high-quality service. Additionally, reception staff members should be trained to handle various situations, such as guest complaints, lost reservations, and other issues that may arise. Another important aspect of management performance is communication. Managers should ensure that there is clear communication between the reception staff and other departments, such as housekeeping and maintenance. This will help to ensure that any issues or concerns are addressed promptly and efficiently, and that guests' needs are met in a timely manner. (6)
In addition, managers should monitor reception performance metrics such as guest satisfaction ratings, response times, and call volumes. This data can be used to identify areas for improvement and to make data-driven decisions about staffing, training, and other aspects of reception management. Overall, effective management performance in relation to the reception is essential for providing a high-quality guest experience. By ensuring that staffing levels are adequate, communication is clear, and performance is regularly monitored, managers can help to ensure that guests feel welcomed, valued, and taken care of from the moment they arrive at the hotel. (7)
Hotel culture refers to the values, attitudes, and behaviours of the staff and management of a hotel. The hotel culture can influence the guest experience in several ways. For example, if the hotel culture is focused on providing excellent customer service, the staff will be more attentive to the needs of guests, and this will enhance their experience. On the other hand, if the hotel culture is not customer-centric, guests may feel ignored, and their experience may be negatively affected. (8)
Furthermore, hotel culture can also impact the hotel's reputation, which can, in turn, affect the guest experience. If the hotel culture is positive and fosters a friendly and welcoming atmosphere, guests are more likely to leave positive reviews and recommend the hotel to others. However, if the hotel culture is negative, guests are more likely to leave negative reviews, and the hotel's reputation may suffer. (9)
This experience has taught me the key roles Hotels in shaping the guest experience. The culture, resource allocation, marketing, and management styles of hotels can have a considerable impact on the overall guest experience. In this reflection, I will explore how each of these factors can affect the guest experience.
Culture: Hotel culture plays a crucial role in shaping the guest experience. I have learned that a hotel with a culture of exceptional customer service and a focus on guest satisfaction will likely provide a more enjoyable experience for guests. On the other hand, a hotel with a negative or apathetic culture may result in a poor guest experience. For instance, the hotel where I carried out my placement valued sustainability and eco-friendliness and as a result attracted guests who are environmentally conscious and appreciate such efforts. In contrast, a hotel that does not prioritize sustainability may receive negative feedback from guests who value eco-friendly practices. (10)
Resource Allocation: During my time at the placement, I noticed the allocation of resources, such as staff, technology, and amenities, can have a significant impact on the guest experience. My placement hotel had adequate staffing levels, and this ensured that guests received prompt and attentive service. Properly maintained and modern amenities can provide guests with a comfortable and enjoyable stay. Insufficient allocation of resources, such as inadequate staffing levels or outdated technology, can result in a negative guest experience, leading to negative reviews and reduced bookings. (11)
Marketing: The way a hotel is marketed can also influence the guest experience. If a hotel is marketed as a luxurious and high-end destination but fails to deliver on those promises, guests may feel disappointed and dissatisfied. Alternatively, if a hotel is marketed as an affordable and convenient option, guests may have lower expectations but be pleasantly surprised by the quality of the experience. (12)
Management Styles: The management style of a hotel can also play a significant role in the guest experience. A hotel with a highly hierarchical and authoritarian management style may result in staff who are less likely to take initiative or provide exceptional service. In contrast, a hotel with a more collaborative and empowering management style may result in staff who are motivated to go above and beyond for guests. (13)
From this experience I have learned that hotels must pay close attention to their culture, resource allocation, marketing, and management styles to ensure a positive guest experience. By prioritizing the needs and preferences of guests, hotels can establish a positive reputation and secure repeat business. Ultimately, the guest experience is a critical factor in the success of any hotel, and every effort must be made to provide the best possible experience.
In conclusion, hotel student placement is a vital component of hospitality management education that provides students with practical experience, enhances their learning, and prepares them for successful careers in the hospitality industry. It is an experience that I would highly recommend to anyone studying hospitality management.
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