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In recent weeks, I had the valuable opportunity to shadow Jasmin, a back-office manager at the Marriott County Hall hotel, who gladly helped me understand the complex operations of the back-office environment (Marriott, 2024). This experience provided me with profound insights into the essential administrative functions that foster the seamless functioning of a hotel behind the scenes. To reflect on my learnings and emotions during this period, I will employ Gibb’s Reflective Cycle, to reflect how I felt during my learning. (The University of Edinburgh, 2024).
The back-office infrastructure at the Marriott County Hall is notably extensive, encompassing various critical tasks. These include managing Customer Relationship Management (CRM) systems, maintaining comprehensive guest databases, analysing feedback and satisfaction surveys, and devising strategies to foster guest loyalty and satisfaction. Among the platforms utilised in this process are FS-PMS (Book4Time, 2024), a proprietary system developed by Marriott for managing reservations and guest charges, and Opera (Oracle, 2024), primarily employed by the front office but also integrated into back-office operations.
 Jasmin is also responsible for quality assurance, monitoring and maintaining quality standards across all departments, conducting regular inspections and audits to identify areas for improvement, and implementing corrective actions as necessary to uphold the hotel's reputation for excellence. These tasks collectively contribute to the efficient functioning of the hotel's back-office operations, enabling the front-of-house staff, food and beverage, and housekeeping to deliver exceptional service to guests (Hollander, 2023). 
Moreover, Jasmin also hires, recruits, and gives training staff members, as well as managing performance evaluations. Also, acquires supplies, equipment, and amenities needed for daily operations, negotiating contracts with suppliers, monitoring inventory levels, and ensuring timely replenishment of stock to meet guest needs. As I stated before back office is quite extensive and full of responsibilities.
Initially, I felt intrigued and curious about the inner workings of the back office, as it's often overshadowed by the more visible front office operations. However, as I delved deeper into the various tasks and responsibilities, I also felt overwhelmed by the complexity and level of detail required to manage everything efficiently. Jasmin inspected randomly four rooms every day that were booked by ambassador clients. The highest hotel membership at Marriott (Marriott Bonvoy, 2024). I observed how she checked every mirror, looked under the bed, check the toile, furniture, etc. She left nothing unchecked. Jasmin has a keen eye and spots any little or tiny mistake made be housekeeping.
Jasmin is responsible for maintaining strong relationships with external vendors who supply guests with various amenities, including flowers. These amenities, such as candy, cheeses, wine, champagne, spirits, and bottled water, are highly valued by most guests. Jasmin oversees the tracking of deliveries and payments to suppliers, as well as monitoring inventory levels to ensure timely replenishment and meet guest needs.
Upon reflection, I recognise the crucial role that the back office plays in maintaining the overall operations of the hotel. From managing bookings, vendors, and staff and pay attention that everything runs seamlessly; each aspect demands meticulous attention to detail and effective coordination. I also acknowledge the challenges involved in balancing various responsibilities and ensuring that the hotel restaurant and bar, front desk, and housekeeping work as one to surpass guest’s expectations (Bova, 2018). 
During my training with Jasmin, I observed the immense pressure she faces as the crucial link between guests and the hotel. Her performance directly impacts the hotel's reputation. Prior to undertaking this training, I anticipated its challenges, but shadowing Jasmin revealed the overwhelming level of responsibility she shoulders. I had previously assumed that a back-office role primarily involved desk work such as email correspondence and data analysis. However, I soon realised that it entails much more; it's a demanding role requiring multitasking across various responsibilities throughout the day. Despite its challenges, I found the experience enjoyable and rewarding. I aspire to one day find myself in a similar position to Jasmin's
One key insight I acquired is the interconnection of various departments within the hotel. While the front office directly engages with guests, it depends heavily on the assistance and coordination of the back office to seamlessly fulfil guest needs. Furthermore, I recognise the significance of utilising technology and streamlining processes to improve efficiency and accuracy in back-office operations. 
During my back-office training, I was informed that a guest had twisted her foot at the hotel reception. The hotel's management team promptly filed an accident report, although the guest did not require hospitalisation. However, she was contacted for a follow-up over the next few days to check on her well-being. In my opinion, if I were in a position of authority, I would opt to deliver some amenities to her room, such as a bottle of wine and a selection of cheese, as a gesture of goodwill. Additionally, I would offer her a complimentary one-day stay at the hotel, redeemable at any time within the following year, as a token of apology for the unfortunate accident.
To consolidate my learning and contribute effectively to back-office operations, I intend to actively seek opportunities for hands-on experience across various back-office functions. Additionally, I aim to stay updated on industry trends and best practices in administrative management. One of the significant trends in the hospitality sector is the integration of AI (Artificial Intelligence) for forecasting revenue and hotel occupancy, among other functions. AI systems can process vast amounts of data to detect patterns and trends, mimicking human thought processes and learning from mistakes (SAS, 2024). 
The other significant aspect that the back office in hospitality must consider is staying ahead of technological advancements to cater to its guests. This is especially pertinent concerning millennials (Dimock, 2019), who place a particular emphasis on authenticity and enjoy being pleasantly surprised. Unlike previous generations, who valued standardisation and were less inclined to expect surprises, millennials are more discerning (Wynne-Parry, 2024). This observation is supported by the fact that the majority of millennials are frequently using smartphones or tablets at the Marriott County Hall.
I also plan to develop proficiency in relevant software and tools to streamline processes and boost productivity. AI technology is revolutionising revenue management, allowing for precise forecasting in areas such as restaurant usage and providing deeper insights into revenue drivers. The capability of these systems to make real-time offers to clients, with decisions made in milliseconds, is particularly remarkable (Hertzfeld, 2024). I hope to learn how to utilise this tool effectively to maximise revenue for the hotel. This software is capable of managing vast amounts of data and producing results within seconds. Given that AI is the future, failing to leverage this tool would mean turning my back on future opportunities, which could be disastrous
Moreover, I am keen to actively engage in communication and collaboration with colleagues across departments to foster a cohesive operational environment. I believe that such collaboration will not only enhance my learning but also make a substantial impact on my overall operational effectiveness.
In summary, my training into back-office operations within the hotel environment has been enlightening and stimulating. It has highlighted the importance of efficient administrative management in enhancing the overall guest experience and maintaining the seamless operation of the hotel. Looking ahead, I intend to delve deeper into back-office procedures and make a constructive contribution to improving operational efficiency within the hospitality sector. I thoroughly enjoyed the back-office training and aspire to be part of this group in the near future. 
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