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Introduction 
This learning log will provide a critical examination of my experiences as a supervisor in the administrative department of the Cardiff Marriott Hotel in back office , as well as the lessons I learned from them. In this log, I will discuss hotel management issues and provide an in-depth assessment of the significance of job-related skills. I will also reflect on how this experience has improved my understanding of the importance of communication, teamwork, task management, and personal skills in meeting and managing guest service expectations, as well as how it has contributed to my personal and professional development.
 

An overview of the Cardiff Marriott Hotel's administrative operations
 
The Cardiff Marriott, a prestigious hotel in the heart of the city, provides luxurious accommodations as well as exceptional customer service. Finance, human resources, purchasing, and general office management are just a few of the departments that rely on the administrative department to operate smoothly (Mohsen,  2009). As a member of the back-office team, my learning objectives for the placement were to gain hands-on experience with these administrative tasks and understand how they affect the overall guest experience.
 
 
Reflection on Experience and Personal Development:
I learned about the administrative department's daily operations by shadowing and learning from a manager in the department's back office. I realised how critical it is to collaborate and communicate effectively in order to plan tasks such as checking on arrivals from third party companies such as Booking.com and provide a positive visitor experience such as welcoming them by providing rooms that are available straight away and offer a good customer service such as verbal greetings . This experience demonstrated how crucial job-related skills are in meeting and supervising guest service standards. These abilities include being meticulous, using time effectively, and having problem-solving skills. Furthermore, my academic background, previous industry experience, and personal and professional development have enhanced my understanding of the importance of these skills and their application in a hotel setting. 
 
Critical Analysis of Work-Based Skills and Technical Knowledge:
 Effective hotel administration supervision necessitates mastery of work-related skills such as effective communication, efficient time management, and competent problem solving. Tasks must be assigned and completed correctly, requiring efficient and effective communication (Sharma and Srivastava 2018.). It enables effective departmental collaboration and ensures that operations run smoothly. Setting and achieving priorities, meeting deadlines, and ensuring productivity while performing administrative duties all require time management skills. Problem-solving skills are required to effectively manage unexpected challenges and come up with workable solutions to potential issues (Koc,et al 2023).
It is also necessary to be knowledgeable about hotel management systems such as OPERA which is PMS (Property management solutions. This is a cloud based property management system that allows the hotel to manage their reservations, rates, guest profiles, billing and third party booking,  financial procedures, and administrative protocols such as checklist and backup. During my shadowing, I observed how hotel management systems effectively streamline administrative tasks such as bookings, invoicing, and inventory control. Understanding financial processes such as budgeting and cost control is required to keep the hotel's finances running smoothly. Proficiency in administrative protocols, such as record keeping and document organisation, ensures the accurate and seamless completion of regular administrative tasks.
During my observation experience, I realised how important these job-related specialised knowledge and skills are. Effective communication between the front and back offices was required in order to handle guest requests quickly and accurately. The group's excellent time management skills allowed them to complete assignments on time and effectively handle administrative duties. Proficiency with the hotel management system enabled the accurate and efficient handling of guest reservations and billing.
Effectively managing hotel administration requires technical knowledge as well as work-related skills (Lee  and Oh 2014). During my shadowing experience, I gained exposure to a wide range of job-related skills, including procurement, human resource administration, and financial management. These skills were required to keep the hotel running smoothly and to efficiently manage administrative tasks. For example, having the ability to review budgets and financial statements made it easier to make informed decisions about how best to allocate resources. The optimisation of administrative processes was greatly aided by proficiency with office productivity tools and hotel management software. Practical experience and the impact these skills have on the back office's overall effectiveness have made these skills extremely important.


Examination of Organisational issue 

During my shadowing experience, I encountered a scenario involving information sharing and cooperation among various departments. This issue had a significant impact on           department performance, guest service, and overall operations. Inadequate coordination and miscommunication led to confused staff members, a decrease in overall guest satisfaction, and delayed responses to guests' requests . To address this issue, I recommend implementing a digital platform or another centralised communication system that will streamline and optimise department-to-department communication. Interdepartmental training sessions and the promotion of a collaborative culture can also help to improve coordination and teamwork in the administrative department.
While working in the back office of the Cardiff Marriott Hotel, I came across a scenario that highlighted an issue with hotel administration. Using Donald Schön's framework for reflection, I will look at how this issue affects the department's overall operations, guest service, and performance .To support the discussion, I will draw on relevant theories and propose practical solutions.
I was dealing with a situation involving poor coordination and communication between the front and back offices. This issue had a significant impact on the department's performance, causing unclear task allocation and delayed responses to visitor requests. As a result, the overall quality of guest service suffered, and both visitors and employees expressed dissatisfaction.
Using Schön's reflection analysis, I first noted and explained the situation, focusing on specific breakdowns in coordination and communication (Nash, 2016.).. After some thought, I looked into the root causes of the problem, including things like unclear lines of communication, a lack of standard operating procedures, and a failure to clearly define the roles and responsibilities of the front and back offices.
I then investigated how this issue affected the department's productivity and the level of guest service provided. Customer satisfaction dropped as a result of the hotel's slow responses to their questions, which could have a negative impact on its reputation. The lack of coordination also led to inaccurate and inefficient task management, reducing the department's overall productivity.
To address this issue, I propose implementing a centralised communication system that will allow for seamless and effective communication between the front and back offices. To accomplish this, the two departments may need to use a digital platform that facilitates information sharing, task delegation, and real-time updates. Regular meetings and training sessions would help to improve interdepartmental communication and clarify roles and responsibilities.
Scholars such as Edgar Schein and Karl Weick advocate for organisational communication theories, which emphasise the importance of effective and clearly defined channels of communication within an organisation (Shockley-Zalabak, 2015 ). The hotel can implement a centralised communication system to overcome communication barriers that were impeding the front and back offices' efficient operation.
The lack of coordination and communication between the front and back offices had a significant impact on the department's performance and guest service (Sayin and Karaman, 2019) The hotel can establish roles and responsibilities and implement a centralised communication system to improve coordination, communication, and guest service. This reflection emphasises the importance of effective communication in hotel operations as well as the need for continuous improvement in organisational protocols. 


Future Action Plan:
 Based on my extensive experience in guest service operations, I've identified specific areas where I can improve my work-related skills and technical knowledge. To improve communication, I intend to attend workshops or courses that emphasise effective communication strategies and actively participate in team-building activities. To improve my task management abilities, I work to strengthen my organisational skills and prioritise tasks based on importance and urgency (ASET, 2017)). Furthermore, I will actively seek opportunities to improve my soft skills, such as problem solving and leadership, through self-directed learning and mentorship programmes. This action plan will help me grow professionally in the hospitality industry, as it aligns with my personal and professional development goals.
 
 
Conclusion
 
In conclusion, while shadowing in the Cardiff Marriott Hotel's back office, I learned invaluable lessons about the value of work-related skills, technical proficiency such as using the OPERA pms system and having a engineering log where they log any issues with heating or equipment.  As a result of my participation in both professional and personal development, I now have a better understanding of how important these skills are for meeting and managing guest service standards. I intend to carry out my action plan in the future to improve my skills, influence the administrative division, and increase our visitors' overall satisfaction. This experience has had an impact on my future career goals in the hotel industry, teaching me the importance of continuing to learn and grow in order to advance professionally.
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