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Introduction

Novotel Hotel, Broad Street, Birmingham, located in the vibrant heart of the United Kingdom’s hospitality sector, competes within an industry where efficient administrative operations are critical to maintaining guest satisfaction and organisational success. This comprehensive learning log reflects on my immersive experience shadowing a supervisory role within the administrative department of the hotel. Through in-depth analysis and reflection, I explore the key skills, technical knowledge, and organisational proficiency needed to run a successful hotel. Furthermore, I assess the implications of this experience on my personal and professional development, building on prior industry exposure and academic learning.

Reflection on Experience and Personal Development

My placement in a supervisory position at Novotel Hotel, Broad Street, Birmingham, provided an insightful perspective on hotel administration. Utilising Gibbs' Reflective Cycle (Gibbs,1988), I reflected on the various stages of my learning.

Description
The role involved a range of responsibilities, including managing guest reservations, overseeing financial transactions, and coordinating with other departments. The dynamic nature of the position required adaptability and robust problem-solving skills.

Feelings
At first, I felt overwhelmed by the diverse responsibilities. However, with the guidance of experienced supervisors, I quickly gained confidence, which enhanced my understanding of hotel administration.


Evaluation 
This experience highlighted the essential role of communication, teamwork, and time management in delivering seamless guest experiences. It also demonstrated the link between theoretical knowledge and its practical application within the hospitality sector (Moon,2004).

Analysis 
My academic background, combined with prior industry exposure, allowed me to identify recurring issues and areas for improvement in hotel operations. This integration of theory and practice enhanced my understanding of the challenges faced in guest service management.
Conclusion 
The placement at Novotel Hotel was a pivotal experience that significantly contributed to my personal and professional development, strengthening my work-based skills and technical knowledge (Lashley, 2019).

Critical Analysis of Work-Based Skills and Technical Knowledge

Hotel administration demands a combination of work-based skills and technical knowledge to navigate the complexities of hospitality operations.

Importance of Work-Based Skills
Work-based skills such as effective communication, teamwork, and conflict resolution are fundamental to successful guest service management. Coordinated teamwork is vital for providing exceptional service and maintaining high levels of guest satisfaction (Lucas,2019).




Relevance of Technical Knowledge 
Technical skills, particularly in revenue management, financial analysis, and the use of hospitality management systems, are equally important. Knowledge of hotel management software, such as Opera PMS, ensures efficient operational processes (Hemmington,2020).

Example 
During my placement, I resolved a guest complaint using my technical knowledge of the hotel's reservation system. By integrating effective communication and problem-solving skills, I was able to resolve the issue swiftly, preserving the guest's satisfaction and the hotels reputation.
Insight 
This situation highlighted the interdependence of work-based skills and technical knowledge in ensuring exceptional guest experiences and maintaining organisational resilience.

Reflection on Organisational Issues

Hotel administration frequently encounters a myriad of challenges, including communication breakdowns and inefficiencies that can arise between various departments. Reflecting on a specific organisational issue I encountered during my placement provides valuable insight into the critical importance of addressing and overcoming such obstacles to ensure smooth operations.
Issue
A particularly significant issue I observed during my time in the hotel was the persistent poor communication between the front desk and the housekeeping team. This breakdown in communication resulted in delays in room turnover, which, in turn, directly affected guest satisfaction. For instance, there were instances where the front desk was unaware of which rooms had been cleaned and were ready for occupancy, leading to situations where guests would arrive and find their rooms still unprepared. This not only created frustration for the guests but also placed additional strain on both the housekeeping staff, who were already busy managing their workload, and the front desk staff, who were left to manage guest complaints.
Impact
The ramifications of this communication issue were far-reaching and significantly detrimental to both guest satisfaction and the hotel’s overall operational efficiency. Guests experienced unacceptable delays in accessing their rooms, which not only diminished their overall experience but also negatively impacted the hotel's reputation and revenue. Research indicates that guest satisfaction is closely linked to operational efficiency, and when communication fails, it can lead to a cascade of problems that diminish the quality of service provided (Bowie et al., 2016). Ultimately, the failure to efficiently turnover rooms not only disappointed guests but also affected the hotel's bottom line, as unsatisfied customers are less likely to return or recommend the hotel to others.
Solution
To address this pressing issue, the introduction of a digital communication platform, such as Hot SOS, could serve as an effective solution to streamline communication between departments and enhance operational efficiency. By implementing such a platform, real-time updates could be shared between the front desk and housekeeping, ensuring that both teams are always on the same page regarding room statuses. This would significantly reduce the chances of miscommunication and allow for a more seamless operation.
Additionally, investing in comprehensive staff training focused on effective communication and teamwork is essential. Training sessions that emphasise the importance of collaboration can help foster a culture of teamwork, ensuring that all staff members understand their roles in providing excellent service and how their actions impact others. This approach not only empowers staff but also builds a more cohesive working environment, ultimately leading to improved guest experiences (Langley, 2016). By prioritising communication and collaboration, the hotel can enhance its operational efficiency and create a more positive atmosphere for both employees and guests alike.

Theoretical Framework

According to Tuckman’s stages of group development (Tuckman, 1965), creating a cohesive team dynamic built on trust and collaboration is essential for overcoming organisational challenges and enhancing performance.
Future Action Plan
Based on the insights gained from my placement, I have formulated an action plan to further develop my skills in hotel administration.
Areas for Improvement:
Enhancing communication skills through active listening workshops and conflict resolution seminars.
Expanding my technical knowledge in revenue management and financial analysis through specialised courses and certifications.
Developing leadership skills through mentorship programmes and leadership development workshops (Smith, 2020).


Alignment with Goals
This action plan aligns with my career aspirations of advancing in hotel management. By focusing on continuous learning, I aim to contribute meaningfully to the hospitality industry while advancing my personal career goals.



Conclusion

In conclusion, my experience shadowing a supervisory role within Novotel Hotel, Broad Street, Birmingham, has provided me with valuable insights into hotel administration. This immersive experience has enhanced my understanding of the operational processes necessary for running a successful hotel. Through reflection and analysis, I have recognised the critical role of communication, teamwork, and technical knowledge in delivering exceptional guest experiences.
The placement emphasised the importance of managing both front-of-house and back-of-house operations, demonstrating how each department contributes to the overall success of the hotel. Observing the integration of technology and best practices offered a glimpse into the future of hotel management, where operational efficiency and guest satisfaction are continuously optimised.
Reflecting on the organisational challenges I encountered helped me understand the importance of strategic problem-solving and leadership. My action plan will guide my continuous growth and professional development, allowing me to contribute to the hospitality sector’s advancement.
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