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[bookmark: _Toc167552663]Brief Overview of the Hotel's Administration Operation
The administrative department of the Park Plaza Hotel is comprised of complex and well-coordinated administrative departments, including the sales office, human resources, and finance management looking forward to guaranteeing smooth and efficient management of hotel services. There are a number of key administrative tasks, including revising, desk management, research, guest services, and managing. Each department plays an important role in maintaining top-notch standards of service (Datta and Jha, 2015). The admissions team is solely responsible for supervising operations, guaranteeing compliance with hotel policies, managing staff schedules, catering to guest complaints, and maintaining financial records (Kainthola, 2021). By using a single approach, every group is guaranteed to collaborate effectively in order to deliver a remarkable visitor experience.
[bookmark: _Toc167552664]Section 1: Reflection on Experience and Personal Development
My experience in a supervisory position in the back office at the Park Plaza Hotel in Cardiff was valuable and enhanced my understanding of the essential work-based skills and technical know-how to cater and handle guest services (ASET, 2017). This practical experience has given a comprehensive analysis of the operational requirements and critical aspects of effective communication, teamwork culture, and task management in the complex hotel environment (Pavia et al., 2014).
The key insight is gained from this crucial part of the communication factor. As a supervisor, clear communication is key to guaranteeing that every team member is fully aware of their roles and responsibilities. This includes not only verbal communication but also non-verbal and written orders as a manager of back office operations (Ushakov et al., 2020). Moreover, effective communication can improve teamwork, which is critical for providing high-quality guest services. Although that understanding was based on my prior employment history, it was made more tangible by seeing and interacting with a supervisor's position (Johnston et al., 2012).
Another crucial element I observed is teamwork. My ability as a back office supervisor is to manage and motivate a diverse team, which directly impacts the overall atmosphere and efficiency of the hotel. Therefore, coordination with different departments, including housekeeping and front desk staff, highlights the need for seamless teamwork (Wood, 2012). My journey when it comes to academia, enriched with theoretical knowledge about organizational behavior and team dynamics, backed this practicum exposure (Datta and Jha, 2015). It reaffirmed the notion that effective collaboration involves not just cooperating but also recognizing and utilizing the individual capabilities of every team participant.
Task management skills were also learned during my placement time as back office supervisor in the hotel. At that position, I have different complaints to cover, ranging from guest complaints to guaranteeing daily operations run seamlessly. This position was focused on the importance of careful time management, prioritizing, and delaying (Berners et al., 2022). My past industrial experience and academies in project management supported a solid foundation, but witnessing these skills in action highlighted their practical applications.
Lastly, I can employ Gibbs' Reflective Cycle model fir my personal skills, including problem solving, emotional intelligence, and aptitude, were my core skills during my supervisory role (Gupta, 2024). Careful handling of guest complaints with tact and empathy, playing a role in unexpected situations, and maintaining a calm demeanour under pressure are skills that I continuously developed during my placement (Ergashev and Berdiev, 2020). These lessons have been priceless because they have helped me close the gap between theory and application by enabling me to use and improve my special abilities in an everyday setting.
[bookmark: _Toc167552665] Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
First, technical know-how and work-based skills are required to manage hotel administration, guaranteeing efficient operations and exceptional guest experience. In my 10-week placement at the Park Plaza Hotel, I have developed different competencies related to hotel administration. Secondly, effective communication skills should be seen as crucial skills, which are frequently taught to communication staff so they can serve guests effectively (Kiran et al., 2024). For example, I saw first-hand how effective communication between cleaning and the sales desk guaranteed that rooms were ready on time, preventing delays and raising client pleasure.
Thirdly, technical know-how with Property Management Systems (PMS) is paramount to catering reservations, check-ins, and billing without errors. I have gained practical experience with the hotel's PMS, learning from real-time data management, helping seamless operations and minimize errors (Bazina, 2023). For office operations to remain accurate and efficient, this technical expertise is essential.
Moreover, task management skills are paramount to praising employees and managing time effectively. Therefore, the supervisor’s role was used for handling daily tasks and delegation to highlight structure, task management, and ensuring all operations flow seamlessly. Lastly, problem-solving and adaptability are curial (Pavia et al., 2014). For instance, a crucial situation occurred at Park Plaza, where I witnessed the supervisor's rapid thinking and flexibility in resolving a cancellation situation by making arrangements for other lodging and providing complimentary amenities. This maintained the hotel's image while simultaneously reducing client unhappiness.
[bookmark: _Toc167552666]Section 3: Reflection on Organisational Issues
I have encountered different challenges due to overbooking scenarios, which have highlighted the complexities of managing hotel administration. These challenges have impacted the department's overall performance and quality of service (Gupta, 2024). One of the immediate challenges was to provide optional accommodation for the affected guests without compromising on their satisfaction level. In times of stress, front-line workers had to handle the issue quickly while retaining their cool, which challenged their capacity for solving problems and agility (Ergashev and Berdiev, 2020). 
The overbooking incidences have increased the smooth flow of operations and reduced the hotel’s resources. Due to guest dissection, negative reviews can be made by customers, affecting the image of the hotel and future bookings. In order to cater to these issues, the system approach can be employed to predict and make a more robust reservation system (Kiran et al., 2024). Therefore, adopting a more flexible revenue-generation approach, including real-time inventory changes and tighter surveillance of booking trends, might help address such concerns (Alfalasi and Ahmad, 2022). Furthermore, providing personnel with training on addressing high-pressure location circumstances and complaints from guests might improve their capacity to effectively handle such issues.
Lastly, implementation of Herzberg’s Two Factor Theory can guarantee employees feel more supported by using training and proving problem-solving skills to improve their job satisfaction and performance during crises (Das, 2020). Improving technology infrastructure and cultivating a positive work atmosphere may result in increased productivity, superior customer service, and general organization enhancement.
[bookmark: _Toc167552667]Section 4: Future Action Plan
My future plan is to focus on increasing my work-based skills and technical know-how. In order to polish my skills, I am planning to participate in workshops on effective communication techniques and conflict resolution. This will increase my participation in teamwork, including taking on a leadership role in group projects and engaging with team members to understand team dynamics.
As far as task management, I will employ time-management tools and techniques, including the Eisenhower Matrix, to give priority to tasks. Receiving input from peers and managers, as well as participating in professional growth classes, will help me improve my personal abilities, such as flexibility and emotional intelligence (Ergashev and Berdiev, 2020). Furthermore, I am looking to apply my technical knowledge to get an advanced PMS certification.
By emphasizing ongoing education and skill development, this action plan supports both my professional and personal growth objectives (Ushakov et al., 2020). By methodically enhancing these areas, I hope to further my career and become more proficient at providing outstanding customer service, which will eventually position me for leadership roles in the tourism industry.
[bookmark: _Toc167552668]Conclusion
To sum up this comprehensive report, my experience at the Park Plaza Hotel has played an important role in developing my crucial skills, including technical knowledge and a deep understanding of handling guests without compromising on standards. My placement has highlighted the importance of effective communication, task management, and teamwork culture in hotel admissions. The practice skills in real-world scenarios have narrowed the gap between practice application and theoretical knowledge, highlighting the need to boost my vocational and personal development. These understandings have not just improved my present talents but have also moulded my future career goals, preparing me for achievements and managerial positions within the hospitality service business.
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Source: (Bazina, 2023).



[bookmark: _Toc167552671]Appendix B: Herzberg’s Two Factor Theory

[image: Herzberg's Two-Factor Theory Of Motivation-Hygiene]
Source: (Das, 2020).



[bookmark: _Toc167552672]Appendix C: Eisenhower Matrix
[image: Make Better Decisions with the Eisenhower Matrix: A Practical Guide]
Source: (Ergashev and Berdiev, 2020).


2 | Page

image3.png
The Eisenhower Time Matrix
Urgent Not Urgent

- -
DELEGATE DELETE

Important

Not Important




image1.png
FRONT-OFFICE :

HOUSEKEEPING

RESERVATION
| MANAGEMENT

STAFF APP

REVENUE
MANAGEMENT

NIGHT AUDIT

POINT OF SALE

GUEST
PROFILE




image2.jpeg
)

Motivators

Achievement

Herzberg's Motivation - Hygiene Theory

The Work
Itself

Recognition Advancement

Growth





image4.png
Prifysgol Cymru

Y Drindod Dewi Sant
University of Wales
Trinity Saint David




