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[bookmark: _Toc191402348]Introduction 
The administrative operations in a hotel refer to a set of activities to run the hotel business smoothly. These activities include front-office operations, back-office operations, human resources management, and IT operations (Walker, 2020). The author of the report has taken placement at Maldron Hotel Newcastle which is a 4-star hotel situated in the city centre. During the placement, several shadow roles have been assigned. The author had experience working at the back office of the hotel. The learning objectives of the placement are provided as follows: 
· To get real-life experience with digital reservations and financial reconciliation processes. 
· To work within a cross-functional team.
· To get an understanding of high guest services.
· To enhance work-based skills and technical knowledge in the administrative operations of the hotel (Aset, 2017). 
[bookmark: _Toc191402349]Section 1: Reflection on Experience and Personal Development
Applying Gibbs’ model of reflection, personal development and reflection has been made as follows: 
· Description: I took the shadowing role as a supervisor in the administrative operations at Maldron Hotel Newcastle. As a part of the work responsibilities, I had to assist the team in managing the digital booking platform, coordinate check-in and check-out procedures, and transactions, and communicate with other departments such as the front office and IT. I also used to hold daily briefings before the start of the daily operations to make the roles and responsibilities clear. 
· Feelings: Taking such a responsibility, I became nervous and anxious because I had a lack of confidence whether I would be able to adjust myself to the fast-paced environment of the hotel’s administrative operations. Support from the senior management and a methodical approach helped me overcome my anxiety and gain confidence in my work. 
· Evaluation: During my placement, I have achieved several valuable experiences at the back office operations of Maldron Hotel. The back office operations can be termed as the backbone of the hotel. Because it supports other areas of the hotel. On the positive side, I enhanced my technical knowledge of financial reconciliation and reservation software of the hotel. I could execute the knowledge with the work-based skills that I achieved in academic settings such as effective communication and teamwork skills. Both technical skills and soft skills are crucial to make the guest experience seamless and better (Das, 2023). On the negative side of my experience, I noticed that there was a lapse in inter-departmental communication. As a result, guests had delays in some delivery (Patafta and Milohnić, 2022). For instance, the front office staff was unsure during the check-in of an Asian guest whether their rooms were ready by the housekeeping staff. 
· Analysis: To succeed in the administrative operations in the UK hospitality industry, employees must be able to integrate their technical competence with work-based skills. To maintain a hotel’s service standards, employees must know how to operate technical aspects such as billing, reservation, and communication software. Bringing consistency in the operations is crucial to achieving guests’ satisfaction and loyalty (Narendratama and Wijoyo, 2025). Strong communication, teamwork, and time-management skills can complement the technical knowledge in providing greater service delivery. My past experiences in the hospitality industry already provided me with the value of clear communication and responsiveness. Applying the process optimisation concept to my work experience, I noticed that the hotel uses digital tools such as housekeeping applications, reservation software, and Property Management Software (PMS). These digital tools contribute to seamless guest experiences (O’fallon and Rutherford, 2020). I had daily briefings with the employees and got updates about the organisation which can address internal conflicts and avoid disruption from miscommunication. 
· Conclusion: The supervisor role at the back office operation helped me bridge my practical experiences with my theoretical knowledge. It helped me achieve my personal and professional development. 
· Action Plan: My role and responsibilities at the back office were very limited. I plan to increase my workload. By taking employment at the front office (reception) and the housekeeping department, I can learn more about the hotel’s operations. 
[bookmark: _Toc191402350]Section 2: Critical Analysis of Work-based Skills and Technical Knowledge 
The work placement has created the opportunities to utilise my existing skills and experiences in the fast-paced work environment in the hospitality industry. As a part of my shadowing role in the hotel, I could integrate both soft-skills and technical knowledge. I noticed that technical systems and work-based skills are important in the hotel’s administrative department while working in a shadowing role. For instance, I witnessed that the administrative team perform several tasks to serve the guests. They manage digital booking systems. They ensure clarity and transparency in the financial reconciliations. The team also establishes Standard Operating Procedures (SOPs), particularly when there are many guests and requests (Chan, Gao and McGinley, 2021). One day the hotel had an issue with the online reservation system which delayed the check-in and check-out activities affecting guest’s satisfaction (O’fallon and Rutherford, 2020). Technical knowledge to operate booking platforms and POS systems is needed to perform administrative tasks in the hotel. Work-based skills such as communication, problem-solving, and teamwork skills can increase the performance of the employees when these skills are applied along with technical knowledge (O’fallon and Rutherford, 2020). As a supervisor, I had to communicate with the IT team effectively to delegate the responsibility and resolve the issue quickly. Administrative operations require employees to have dual focuses. Employees must have both technical proficiency and work-based skills. Technical proficiency comes from the mastery of digital tools while work-based skills are interpersonal competencies (Das, 2023). Systems Theory explains that organisational effectiveness is influenced by the integration of these two aspects. I can further develop my employability in the administrative operations of the hotel by undergoing targeted training sessions that will deal with real-world issues. I will seek genuine feedback from my peers and work on my drawbacks. 
[bookmark: _Toc191402351]Section 3: Reflection on Organisational Issues
During my placement, I observed many challenges and organisational issues. Among these issues, the most critical issue was in effective communication process within the workplace. The management of the hotel mainly relies on verbal communication. Such communication methods may lead to miscommunication and delays in guest services when there is any uncertainty (Bouzis, Poulaki and Valeri, 2024). The management relies on moment-to-moment adjustments when something is not happening according to the plan. One day the booking system was suddenly changed which made the employees confused to handle the situation. For instance, the front office employees and the sales team had problems with check-in and checkout of the guests. A structured communication protocol could address the issue and make the communication effective. The issue has a significant impact on the service quality. Guests had poor services such as longer wait times and delays in service delivery (Saenko et al., 2017). To overcome the issue, the following solutions are proposed:
· Based on Shannon and Weaver’s communication model, a structured communication protocol should be established within the organisation (Rogers and Valente, 2017). 
· Technologies should be integrated into the communication process to get better outcomes. 
· Regular feedback by surveys can identify more organisational issues which must be addressed to achieve organisational goals and objectives. 
[bookmark: _Toc191402352]Conclusion 
Shadowing a supervisory role in the administrative operations of the hotel has provided important insights into industry practices and career development. I have key soft skills such as communication skills, teamwork, and problem-solving skills that are highly valued in the hospitality industry. I also gained technical knowledge to offer standard services to the guests. I need to enhance my technical knowledge and integrate it with my soft skills. 
[bookmark: _Toc191402353]Action Plan
I plan for the following aspects to enhance my employability at the administrative operations: 
· To enhance my technical knowledge, I should enrol in advanced courses such as POS systems and financial software.
· To enhance work-based and interpersonal skills, I will participate in the leadership workshop and enrol in communication courses.
· I will seek mentorship from industry experts to understand industry practices in the administrative operations in the hospitality industry and advance my career.
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