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Introduction
During my placement at the Delta by Marriott Hotel, I shadowed a supervisory role within the Back Office administration department. This experience provided comprehensive insight into managerial, operational, and customer service aspects essential for effective hotel administration (Brotherton, 2022). The learning objectives established for my placement were:
· To understand back-office administrative operations comprehensively.
· To develop proficiency in hotel-specific administrative software applications.
· To observe and assimilate effective strategies for task management and departmental communication.
· To enhance practical problem-solving skills in an administrative context.
· To improve my understanding of interdepartmental relationships within the hospitality industry.

















Schön’s reflective model (1983), emphasising reflection-in-action and reflection-on-action, will guide this reflective account, allowing me to critically evaluate my experiences and learning outcomes.
Section 1: Reflection on Experience and Personal Development
Shadowing the supervisor within the Back Office allowed me to gain substantial insight into various administrative responsibilities, including managing guest records, processing payments, managing financial documentation, and facilitating effective interdepartmental communication (Hayes, Ninemeier, and Miller, 2020). The immediate observation of real-time challenges enabled me to appreciate Schön’s reflection-in-action as I witnessed the supervisor swiftly adapting to fluctuating operational demands. This adaptive problem-solving not only illustrated the practical value of flexibility but also highlighted the necessity of resilience in the hospitality industry's dynamic nature (Schön, 1983).
A significant area of personal growth during this placement was realising the crucial role effective communication plays in maintaining organisational workflow and efficiency (Walker, 2020). Observing interactions between the supervisor and team members demonstrated that clear, concise, and empathetic communication significantly contributes to a harmonious and productive work environment. Additionally, active listening was frequently observed as critical in minimising misunderstandings and ensuring smooth operational performance (Robbins and Judge, 2019).
Reflecting on my academic journey from Levels 4 to 6, I recognised how foundational coursework in hospitality management systems and interpersonal communication greatly facilitated my placement experience (Mullins and Christy, 2021). Previous exposure to teamwork projects and task delegation exercises allowed me to quickly integrate and participate effectively within the back-office team, thus enhancing my confidence and practical knowledge application (Wood, 2019).
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
The placement highlighted several crucial administrative skills, notably task prioritisation, meticulous organisational skills, attention to detail, and adept use of technological systems prevalent in modern hotel management (Hudson and Hudson, 2021). Specifically, mastering the Opera Property Management System (PMS) became evident as an essential technical competency. Observing the supervisor seamlessly manage complex guest bookings, financial reconciliations, and other data-intensive tasks clarified the pivotal role technology plays in contemporary hotel operations, reinforcing the practical implications of my theoretical studies (Hayes et al., 2020).
One incident involved observing the supervisor efficiently manage daily administrative reports, highlighting the critical importance of accurate and timely data interpretation. This skill proved essential in maintaining high guest service standards, directly influencing customer satisfaction and operational efficiency (Zeithaml, Bitner, and Gremler, 2018). This observation underscored the clear linkage between academic learning and practical application, emphasising the value of theoretical knowledge in real-world hospitality scenarios.
Furthermore, my experience in this administrative environment allowed me to understand the broader operational context within which administrative tasks are performed. The significance of developing systematic approaches to managing administrative responsibilities efficiently became evident, as did the necessity of maintaining consistently high-quality standards in administrative duties.
Section 3: Reflection on Organisational Issues
An organisational challenge encountered during my placement was intermittent delays in updating guest information within administrative systems. These delays occasionally caused disruptions, negatively impacting departmental efficiency and guest service quality (Walker, 2020). Reflecting on this issue, I considered how such delays might influence overall guest satisfaction and staff morale, recognising the importance of maintaining precise and timely administrative procedures.
Observing managerial strategies employed to mitigate these disruptions provided valuable insights into practical problem-solving methods. Strategies included heightened supervisory oversight and regular briefings designed to maintain staff focus and ensure prompt data updates (Robbins and Judge, 2019). My reflections highlighted the interconnectedness of administrative processes and emphasised how small administrative lapses could significantly impact overall operational effectiveness if left unresolved.










Conclusion and Action Plan
Utilising Schön’s reflective model, my placement experience significantly deepened my understanding of hotel administration and underscored the importance of essential administrative competencies, technical proficiency, and effective communication. This experience effectively bridged the gap between theoretical knowledge and practical operational execution, clearly demonstrating the integration of academic learning into professional practice.
Key insights gained from the placement include:
· Recognition of the indispensable role of technical proficiency in hotel administration systems.
· Enhanced appreciation for clear and effective communication as a foundational administrative skill.
· Increased understanding of the necessity for proactive task management and meticulous attention to detail.
Based on these insights, my action plan includes:
· Pursuing further specialised training to increase my competency with hotel administrative software, specifically targeting advanced functionalities of Opera PMS.
· Participating in professional workshops and seminars to continually enhance my communication, teamwork, and managerial skills.
· Actively seeking opportunities for constructive feedback from supervisors to consistently refine my professional practices and administrative competencies.
· Further enhancing my organisational and time management skills through structured professional development courses.
This deliberate approach will ensure ongoing professional growth, equipping me with essential skills and knowledge to excel in future roles within the hospitality sector.
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