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[bookmark: _Toc167465587]Overview of Delta Hotel by Marriott Huntingdon's Administration Operation
Delta Hotel by Marriott Huntingdon structures a sophisticated administrative operation encompassing numerous departments, including the Back Office, Sales Office, Front Office, Human Resources, Revenue Management and Finance. Each and every department plays a significant role in ensuring seamless hotel operations and delivering unforgettable guest experiences with high satisfaction levels. The administrative team is highly responsible for handling guest inquiries, maintaining operational efficiency, managing offline bookings, coordinating with different departments, and ensuring compliance with Marriott's high standards of hospitality.
Learning Objectives for the Placement
The main learning objectives for the placement within the back-office department mainly included 5 objectives which are shown below boxes:

Figure 1: Learning Objectives for the Placement
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Description (Gibbs Stage 1)
Delta Hotel's back-office managerial position gave me practical knowledge of daily operations and strategic management (Evans, 2015). The supervisor's role included coordinating amongst departments, resolving guest issues, and making sure administrative duties were completed effectively. Work-related abilities and technical expertise were also highlighted by this experience (The University of Edinburgh, 2020).
Feelings (Gibbs Stage 2)
Initially, I felt both excited and nervous to shadow a supervisory role. I wanted to learn but wasn't sure how to handle my responsibilities (The University of Edinburgh, 2020). I felt more secure as the placement continued and saw the important role of efficient communication and teamwork in meeting and managing guest service objectives. The supervisor's ability to give clear directions, listen to team members, and encourage collaboration helped achieve seamless operations and high guest satisfaction.
Evaluation (Gibbs Stage 3)
Reflecting on this experience, the positive aspects were increasing problem-solving, adaptability, and leadership skills (Chen, Green, and Williams, 2023). Maintenance of high guest service standards required these talents, as seen by the supervisor's response to unexpected obstacles and swift, educated judgments. However, a challenge I faced was figuring out the hotel's booking system's complexity, which required complicated instruction and practice (Nain, 2018).
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Analysis (Gibbs Stage 4)
Hotel management requires work-based skills and technological expertise for operational effectiveness and guest pleasure. The observing experience highlighted several critical skills and knowledge areas: (Team NSHM, 2022)
Communication Skills
Effective communication is essential for timely and accurate information transfer. The supervisor communicated well verbally and in writing to keep team members informed and resolve guest issues quickly. While communication was typically good, departmental miscommunication caused service delays. The necessity for more formal communication channels was overwhelmed (Team NSHM, 2022).
Teamwork and Collaboration
Coordination across departments demands teamwork. The supervisor's collaboration with management and workers helped achieve goals and improve service. However, departmental conflict over resource allocation and task priority occurred despite good coordination. This sometimes delayed operations and decreased confidence (Team NSHM, 2022).
Task Management
In a dynamic hotel environment, managing multiple administrative tasks is critical. The supervisor's organization and hotel management software skills made task management and resource allocation easier (Team NSHM, 2022). However, certain systems' complexity and overload of tasks caused stress and minor faults. This suggests improving task distribution and training for complicated software systems.
The deployment of a new booking system, for example, required substantial cooperation between the front-office and back-office teams. Staff training and the supervisor's technical understanding ensured a smooth changeover, reducing guest service disruptions. Strong technical and communication abilities have a positive influence. Conversely, other personnel felt overwhelmed and bewildered throughout this change, suggesting that more comprehensive training and staggered implementation could have resolved these issues (Altex Soft, 2022).
Another example involves dealing with a guest complaint about billing errors and poor service to customers, such as lengthy delays. Problem-solving and attention to detail helped the supervisor discover the issue, fix it, and satisfy the guest. However, the initial error suggested that billing processes need more rigorous checking to prevent such issues (Magatef, Momani, and Altrjman, 2019).
[bookmark: _Toc167465590]Section 3: Reflection on Organisational Issues
During the placement, the inconsistent inter-departmental communication caused misunderstandings and service delays (Magatef, Momani, and Altrjman, 2019). This was a major issue. For example, a guest's room upgrade request was not conveyed adequately between reservations and the front office, resulting in discontent. This situation made me irritated and worried about how communication gaps affect guest happiness and operational efficiency. I recognized the need of smooth information flow and the risks of poor communication. 
The communication gap impacted department performance and guest service, causing confusion, duplication, and a bad experience. On the positive side, this issue highlighted areas for improvement and the need for greater hotel communication (Ford, and Sturman, 3018). To address this issue, install a centralized communication platform like a collaborative software tool and integrated market communications (IMCs) to improve real-time information sharing and prevent miscommunication (Al-Qeedaa, 2019). Effective communication is essential to managerial responsibilities, especially liaison and disseminator roles, which maintain organizational information flow, according to Mintzberg's Management responsibilities theory. This solution could improve communication and align departments, enhancing efficiency and guest happiness (Kumar, 2015).
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Conclusion (Gibbs Stage 5)
Reflecting on the experience, I identified numerous work-based skills and technical knowledge areas for growth: (The University of Edinburgh, 2020)
Enhancing Communication
Maintaining clear communication through interdepartmental meetings and collaboration tools. However, regular meetings may take time and new communication techniques may be resisted. Training and showing long-term advantages could offset this challenge (Rossanty, Nasution, and Irawan, 2019). 
Strengthening Teamwork
Building staff collaboration and understanding through team-building and cross-departmental training. However, team-building scheduling and finance issues may arise. Ensuring management buy-in and demonstrating the positive impact on performance may assist solve these issues (Phuong, and Huy, 2022).
Improving Task Management
Optimizing administrative tasks and resource allocation with modern hotel management software. However, increased software costs and learning curves may be obstacles. Phased adoption and ongoing training may ease changes (Krstić, Kahrović, and Stanišić, 2015).
Action Plan (Gibbs Stage 6)
Communication Enhancement: Key department members should meet biweekly to discuss issues and future events. A central communication platform for real-time updates and information sharing. Information flow and misunderstandings are addressed by this method (Rossanty, Nasution, and Irawan, 2019).
Teamwork Strengthening: Quarterly team-building seminars and cross-training programs help staff understand departmental functions. Better interdepartmental connections and coordination would improve service delivery, according to me (Phuong, and Huy, 2022).
Task Management Improvement: An integrated hotel management system reduces manual errors and boosts productivity by combining booking, billing, and guest service. Continuous training ensures personnel are proficient and confident using the new system (Krstić, Kahrović, and Stanišić, 2015).
[bookmark: _Toc167465592]Conclusion
Shadowing at Delta Hotel by Marriott Huntingdon helped me grasp hotel administration work skills and technical knowledge. Communication, teamwork, and job management were stressed in the placement to ensure high guest service standards. Reflecting on this experience, personal and professional development is essential for hospitality career success. Implementing the offered ideas and action plan will improve administrative processes and industrial growth. This balanced assessment of positive results and opportunities for improvement helps hotel administration development and excellence.
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Gaining an comprehensive understanding of hotel administration.


Developing effective communication as wel as teamwork skills.


Enhancing my task management abilities to get better results.


Acquiring technical knowledge relevant to guest service management.


Addressing administrative chalalgness at back-end and implementing practical solutions to improve operational performance.
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