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Learning Log 
Hotel administrative operations focus on planning, organising, coordinating, and supervising various departments to achieve operational efficiency, guest satisfaction, and financial success (Hollander, 2025). 
Key Components of Administrative Operations in Hotels:
1. Human Resources Management:
· Recruiting, training, and managing staff across all departments.
· Ensuring employee satisfaction and adhering to labour laws.
· Conducting performance reviews and organising professional development programs.
2. Financial Management:
· Budgeting, forecasting, and managing the hotel's financial resources.
· Monitoring income and expenses, handling payroll, and ensuring profitability.
· Managing contracts and relationships with vendors, suppliers, and service providers.
3. Policy and Procedure Development:
· Establishing standard operating procedures (SOPs) to maintain consistency in service delivery.
· Ensuring compliance with local regulations and industry standards.
4. Technology and IT Support:
· Overseeing the hotel's IT systems, including property management software, booking engines, and data security.
· Implementing technological solutions to enhance operational efficiency and guest experience.
5. Guest Relations Oversight:
· Monitoring guest feedback and resolving high-level complaints.
· Analysing guest satisfaction data to identify areas for improvement.
6. Marketing and Sales Coordination:
· Planning and executing marketing strategies to promote the hotel and attract guests.
· Managing online presence, including websites, social media, and third-party booking platforms.
· Developing partnerships and negotiating contracts with travel agencies, corporate clients, and event organisers.
7. Inventory and Procurement Management:
· Coordinating the purchase of supplies, equipment, and materials needed across departments.
· Managing vendor relationships and ensuring cost-effective procurement.
8. Risk Management and Compliance:
· Monitoring health, safety, and environmental standards.
· Preparing for emergencies by ensuring the implementation of risk management policies and procedures.
9. Strategic Planning:
· Setting long-term goals for the hotel's growth and development.
· Conducting market research to stay competitive and anticipate trends.
Administrative operations act as the central nervous system of a hotel, ensuring all departments are aligned and running efficiently. This foundation allows the hotel to deliver outstanding guest services while achieving its business objectives (Kugan, 2023). 




I will be using Schon’s Model of Reflection to reflect upon my time at the front desk/ reception of placement and experience at Holiday Inn Sunderland. Schon’s Model of reflection consists of four parts these are “knowing-in action, reflection-on-action, reflection-in-action and double-loop learning” (StudyPrism, 2025).  
During my shadowing experience at the Holiday Inn Sunderland, I was directly observing the supervisor in charge of the Reception/Front Desk. This involved understanding how they managed various tasks like checking in and out guests, responding to guest queries, handling complaints, and ensuring smooth day-to-day operations. I noticed the supervisor was consistently multitasking, addressing both guest needs and team coordination at the same time. I was lucky enough to experience check-ins, check-out’s, filing and responding to emails as well as inputting guest information for arrivals. 
As I observed the supervisor’s actions, I was initially struck by how composed and efficient they were, despite dealing with multiple tasks simultaneously. I felt a sense of admiration and curiosity. The supervisor’s ability to handle busy check-in times, resolve issues on the spot, and interact with guests in a friendly yet professional manner made me reflect on my own approach to such situations. I also felt slightly overwhelmed at times, realizing how much responsibility lies with the front desk staff and how critical their role is in shaping the guest experience.
I responded by taking notes and asking questions whenever appropriate. I tried to stay attentive and focused on understanding how the supervisor made decisions in real-time. I was particularly interested in their communication with both the guests and the team. At one point, I noticed a situation where a guest was unhappy with their room, and I observed the supervisor's calm yet assertive approach in addressing the issue. I was impressed by how they quickly found a solution, and I made sure to learn from that approach.
After the shadowing session, I reflected on the key interactions I had witnessed. I thought about how the supervisor’s professionalism impacted the guests' satisfaction, even when things went wrong. I appreciated how important it is for front desk supervisors to remain calm and organised, even in high-pressure situations. The experience helped me understand the complexities of the role and the importance of creating a positive guest experience right from the first point of contact.
What did I learn from this experience?
· Effective Communication: I learned that communication is the backbone of the front desk operation. Whether it’s welcoming guests, handling complaints, or coordinating with other departments, communication skills are essential to ensure that everything runs smoothly. I now realise how vital it is to be clear and empathetic when interacting with guests, as this can make a significant difference in how they perceive their stay.
· Multitasking and Time Management: The supervisor's ability to juggle multiple tasks at once, answering phone calls, checking in guests, and addressing guest complaints was a skill I had underestimated before. I learned that effective time management and prioritisation are crucial to maintaining efficiency during busy times.
· Problem-Solving Skills: I was able to see firsthand how critical it is for a supervisor to be able to think on their feet and resolve issues quickly. Whether it was a room mix-up or a guest who had special requests, the supervisor handled problems with confidence, showing me the importance of being proactive and solution oriented.
· Guest-Centred Service: I learned that at the front desk, it’s not just about checking in guests; it’s about creating a welcoming atmosphere, addressing their needs, and ensuring their comfort. The small details matter such as greeting guests by name, remembering preferences, and resolving issues without creating tension.
Reflecting on my experience, I would strive to develop my ability to multitask effectively and remain composed under pressure. If I were in the supervisor’s shoes, I would focus more on staying calm and organised when handling several tasks simultaneously. Additionally, I would want to improve my ability to anticipate guest needs before they voice them, much like the supervisor did when proactively addressing potential issues. In the future, I would also work on improving my confidence when making decisions in real-time, which is essential in a supervisory role.
Using Schon's reflective model has allowed me to critically evaluate my experience shadowing the supervisor at the Holiday Inn Sunderland’s Reception/Front Desk. Through Reflection-in-Action, I was able to observe and engage with the supervisor’s work, noting their communication, multitasking, problem-solving, and guest relations skills. In Reflection-on-Action, I was able to consolidate my learning and understand how I can apply these insights to my own professional practice. I now appreciate the complexity of front desk operations and the importance of both technical skills and interpersonal communication in creating a memorable guest experience. Going forward, I plan to enhance my ability to manage multiple tasks, stay organised, and respond to guest concerns in a thoughtful and solution-focused manner. 
In conclusion, my experience shadowing a supervisory role in the Reception/Front Desk department at the Holiday Inn Sunderland has equipped me with a deeper understanding of the vital role the front desk plays in the overall hotel experience. It has also provided me with a better understanding of the skills needed to manage a front desk effectively, from communication and multitasking to attention to detail and problem-solving. Furthermore, a lot of emotions and feelings take over whilst working at the front desk as I could sense a feeling of pressure, but I believed in myself I stayed calm and was able to follow through the tasks set for me effectively. These insights will not only inform my future career in hospitality but also guide my approach to guest service, team collaboration, and personal development within the industry.
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