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Novotel and Ibis are in same property, in same yard, and have common department of managing hotel administration, Novotel and Ibis operate a joint administrative department to manage hotel operations efficiently across both brands. This department oversees essential functions like reservations, guest relations, financial management, staffing, and event coordination. By centralizing these tasks, they streamline processes, ensuring consistency in service quality and operational efficiency (Nieves, 2015). The team collaborates closely on managing budgets, monitoring performance metrics, and implementing standard operating procedures. This integrated approach supports both hotels’ distinct brand identities while optimizing resources and enhancing the guest experience. Shadowing the department manager provides valuable insight into balancing administrative efficiency with high service standards.
Points to learn
 1 Understand the administrative structure and operational processes of a shared hotel administration department.
 2 Learn how to manage reservations and coordinate between Novotel and Ibis to ensure smooth guest experiences (Haski, 2018).
 3 Gain insights into budget management, cost control, and financial reporting.
 4 Observe staff scheduling, payroll management, and human resource practices.
 5 Understand inventory control and procurement processes for both hotels.
 6 Learn how to handle guest feedback and manage service recovery efficiently.
 7 Develop skills in organizing and coordinating events across both properties.
 8 Understand compliance with health, safety, and quality standards (Inkson, 2022).
 9 Analyse performance metrics and identify areas for operational improvement.
 10 Observe the implementation of standard operating procedures across two hotel brands (Torrington, 2020).
 11 Learn effective communication and collaboration between departments (Negi, 2002).
 12 Enhance problem-solving and decision-making skills in administrative tasks.
Been part in the shared administrative department of Novotel and Ibis provided a unique, hands-on learning experience. Observing the department manager’s daily responsibilities offered insight into balancing operations for two distinct hotel brands. I gained practical knowledge of coordinating between teams, managing budgets, and ensuring consistent service quality across both properties (Key, 2000). This experience deepened my understanding of administrative processes, from staff scheduling to inventory control, while emphasizing the importance of effective communication and teamwork. It also highlighted how strategic decision-making and problem-solving directly impact guest satisfaction and overall hotel performance.
This experience shown how essential work-based skills and technical knowledge are in maintaining high guest service standards. I observed how administrative efficiency directly impacts the guest experience — from accurate room allocations to well-coordinated event planning. Skills like attention to detail, time management, and problem-solving proved vital in handling bookings and resolving issues swiftly. Technical knowledge of property management systems (PMS) ensured smooth operations, while clear communication between departments minimized errors (Hayes, 2017). This hands-on exposure taught me that behind-the-scenes efficiency is just as crucial as front-line service in delivering exceptional guest satisfaction and upholding the hotel’s reputation.
Personal and vocational development, shaped by my academic journey and industry placements, has significantly enhanced my understanding of key operational aspects in hotel administration. Previous experience taught me the importance of clear and timely communication, especially in coordinating between departments to meet guest needs. Shadowing the administrative manager at Novotel and Ibis highlighted the value of teamwork in ensuring smooth daily operations. Through task management, I learned to prioritize responsibilities and meet deadlines without compromising quality. Developing personal skills like adaptability and problem-solving has strengthened my ability to handle unexpected challenges, ultimately contributing to exceptional guest service and satisfaction (Akrivos, 2007).
Work-based skills and technical knowledge are essential for managing hotel administration effectively, ensuring smooth and efficient operations. Strong organizational skills help prioritize tasks, manage schedules, and maintain accurate records, while technical knowledge of property management systems (PMS) and booking software ensures seamless coordination between departments. Financial acumen, like budget management and cost control, supports profitability and resource allocation. Communication skills foster collaboration across teams, enhancing guest service and problem resolution. Decision-making and problem-solving capabilities enable quick, effective responses to operational challenges. Together, these skills and knowledge create a structured, efficient administrative environment that directly impacts overall hotel performance and guest satisfaction.
During the placement in hotel administration, several key work-based skills and technical knowledge areas were encountered, each vital to efficient operations. Proficiency in using hotel management software, like PMS, played a crucial role in handling reservations, billing, and guest profiles. Understanding financial reporting and budget management ensured effective cost control and resource allocation. Organizational skills were essential for coordinating staff schedules and maintaining accurate documentation (Marchington, 2016). Communication and teamwork helped foster collaboration between departments, improving service consistency. Problem-solving and decision-making skills were also crucial for addressing unexpected issues swiftly, maintaining operational flow and enhancing guest satisfaction.
During the assist experience, managing hotel assets and budgets emerged as key areas of focus. For instance, overseeing inventory for both Novotel and Ibis required careful tracking of supplies and maintenance schedules to avoid overstocking or shortages. Budget management involved studying monthly expense reports, identifying cost-saving opportunities, and ensuring financial targets were met without compromising service quality (Hall, 2006). One example was adjusting procurement practices to negotiate better supplier rates, balancing cost-efficiency with product quality. Through these experiences, I gained insights into how effective asset and budget management directly impacts profitability and guest satisfaction, demonstrating the importance of strategic financial oversight.
Being a part in the joint administrative department of Novotel and Ibis, one significant organizational issue I encountered was inefficient coordination between the two hotels. Despite sharing administrative operations, differences in service standards and operational procedures sometimes led to miscommunication and delays in decision-making (Enz, 2010). For instance, managing shared resources like conference room bookings or staff allocation often created scheduling conflicts. This lack of streamlined collaboration affected overall efficiency and impacted service consistency. Addressing these gaps is essential to ensure smooth operations, enhance guest satisfaction, and maintain the distinct quality standards of each hotel while optimizing shared resources.
The lack of efficient coordination between Novotel and Ibis’ shared administrative department significantly impacts performance, guest service, and overall operations. Miscommunication and inconsistent procedures lead to delays in decision-making and resource management, which can disrupt daily operations (Bardis, 2012). For example, scheduling conflicts in conference room bookings can create confusion and dissatisfaction for clients. Inconsistent service standards between the two hotels may also affect the guest experience, leading to lower satisfaction and negative reviews. Operational inefficiencies impact staff morale and productivity, making it harder to maintain high-quality service and smooth administrative processes across both properties.
To address the coordination issues between Novotel and Ibis’ shared administrative department, several practical solutions can be implemented. First, establishing standardized operating procedures (SOPs) for both hotels ensures consistency in administrative tasks and guest service. According to Total Quality Management (TQM) theory, maintaining uniform standards improves efficiency and customer satisfaction (Edgell, 2020). Second, introducing a centralized communication platform enhances information sharing and reduces miscommunication. Using Henri Fayol’s principles of management, particularly unity of direction, ensures both teams work toward common goals. Finally, cross-training staff in both hotels’ processes increases flexibility and ensures seamless operations during high-demand periods.
I could see how emphasizing the importance of work-based skills and technical knowledge in ensuring efficient operations and high guest satisfaction. Observing the administrative manager highlighted the need for effective communication, strategic task management, and collaboration between departments. It also showcased the significance of budget control, asset management, and streamlined procedures in maintaining service standards. This experience deepened my understanding of real-world hotel administration challenges, and the strategies required to address them. Moving forward, I aim to enhance my organizational skills, decision-making abilities, and knowledge of operational efficiency.
Personal and vocational development play a crucial role in shaping future career aspirations within the hospitality industry. Gaining hands-on experience through placements at Novotel and Ibis has strengthened my understanding of hotel administration and the skills required for effective management. To further improve my skill set, I plan to enhance my knowledge of financial management and budget control, develop stronger leadership and decision-making abilities, and pursue advanced training in hospitality software systems (Zarifovich, 2024). Additionally, I aim to strengthen my communication and teamwork skills by actively participating in cross-departmental projects, ensuring I am well-prepared for a management role in the industry.
The entire experience at Novotel and Ibis provided invaluable insights into hotel administration, enhancing my work-based skills, technical knowledge, and understanding of operational management. By observing and participating in daily administrative tasks, I gained a deeper appreciation for effective communication, teamwork, and strategic decision-making. Addressing organizational challenges and exploring practical solutions further developed my problem-solving abilities. This experience has reinforced my commitment to pursuing a career in hotel management and highlighted the importance of continuous learning and personal development. I am grateful for this opportunity and confident that the skills and knowledge acquired will be instrumental in my future career.
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