








 MANAGING HOTEL ADMINISTRATION
BMIH6004
Reflective Journal
Student: Victor Gabriel Tisescu
Student Id:2125838
Module Leader: Jessica Newport










I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.





[bookmark: _Toc182320330]1. Introduction
The selected organisation is the Ibis Hotel at New Street, Birmingham, which is a reputed hotel within the UK hospitality industry. I have worked in the administrative job role of Front Desk. This includes cleaning and refilling meals, helping in the kitchen, and working in a reception area to handle visitors' enquiries and initiate clear communication for guest management. 
The learning objectives for the chosen department are:
· To execute effective communication with the visitors to clear their doubts and fulfil the requirements of visitors and their related enquiries.
· To handle the issues followed by the staff within their allocated tasks leading to delays. 
· Identification of difficulties and solutions faced in the management of impatient customers. 
[bookmark: _Toc182320331]2. Section 1: Reflection on personal development and experience
I have fulfilled the supervisory job role at the Front Desk within the reception department, which plays a crucial role in handling both customers and employees. The experience gathered from the job role can be briefly described through the implementation of the Gibbs Reflective Cycle (GRC). The GRC model contains 6 critical aspects, such as description, feelings, evaluation, analysis, and conclusion, along with an action plan (Adeani et al. 2020). 
As per following the description section of GRC, I was deployed within the "Food & Beverage" (F&B) department of the hotel which led to developing a basic experience regarding the work process in the kitchen, on floors and other related areas. After shifting to the role within the Front Desk, I have handled different types of clients with adaptive communication to fulfil the expectations of guests. My job role was also extended to resolve different types of enquiries about customers regarding their preferences for accommodation and within the execution of the billing process accurately. It led me to assess the importance of communication as a crucial work-based skill that played a crucial role in my understanding of the aspects of task management. 
In the section on feelings, initially, I was stressed as there are multiple tasks executed within the hotel for fulfilling the guest services. Gradually, I started understanding the importance of communication which led to improving my ability to control my emotions. The section on evaluation is signified as a crucial factor which highlights both bad and good experiences within the experience (Sundgren et al. 2021). 
As per the evaluation, my experience at the front desk plays a vital role for me in developing personal work-based skills such as critical thinking and decision-making. I faced a significant challenge in dealing with the fulfilment of different types of requirements such as requests for the room before the check-in times and delays in leaving the room after a couple of hours of the check-out time.
 As per the analysis of the Gibbs reflective model, I have encountered both good and bad experiences in the role of Front Desk. In the medium of good experience, I have gathered a significant amount of support from my seniors and subordinates in managing customer check-in and check-outs. On the other hand, the bad experience includes multiple disagreements and arguments as they wanted to access the before check-in or check-out time.
As per the concluding remarks, the job role at the front desk has led to gaining proper exposure regarding different types of possible circumstances. Experiences played a vital role in staying calm along with managing the expectations of customers in any situation (Adeani et al. 2020). 
The action plan is to develop the transformational leadership ability for handling customers containing different mental states in both rush and non-rush situations through teamwork and task management skills. 
[bookmark: _Toc182320332]3. Section 2: Critical analysis of technical knowledge and work-based skills
Implementation of adequate operational skills can play a vital role within the hotel administration management for adapting well-informed decisions among different categories of people (Dogara et al. 2020). Similarly, technical skills are highly crucial in the role of hotel management for ensuring adequacy within the guest experience, reduction of staff workload along cost minimisation. The specific work-based skills that are highly important in managing hotel administration such as team, team management, adaptive communication along with critical thinking and decision making. For example, the implementation of task management skills has played a crucial role for me in shortlisting the different types of responsibilities such as handling the requirements of multiple customers at the same time, keeping adequate track of room booking status and food supply from the F&B department. To fulfil these responsibilities, I have used teamwork skills to coordinate with my subordinates to keep updated information on food orders, and early check-in or check-out by the customers. 
Critical thinking and decision-making skills are highly important at the time of crucial situations that can help in keeping a balance between the customer and the organisational interest (Fergusson 2022). For example, in many scenarios, there is an unexpected demand for customers to access the rooms at early check-in and post-checkout times without making any additional payment. 
Using critical thinking and decision-making ability has helped me to describe the policy of the hotel and ask for a minimal amount as the room rent. It plays a crucial role in ensuring customer satisfaction and customer loyalty within the organisation (Ryan et al. 2021). Adaptive communication can play a major role within the hotel management to communicate as per the critical aspects of the current situation. This skill has played a crucial role for me in handling the crisis and heated situations to arriving at a mutual settlement (Murtazin et al. 2020). For example, in the role of front desk, I have observed that many customers were arguing and expressing their dissatisfaction regarding room services. I have reported the situation, assessed the entire situation, asked for an apology and made the commitment to provide the best services.
 As per the situation I have also provided instructions to the subordinates for handling the situation. Technical skills such as knowledge of different software including IoT, AI and cloud computing have helped me to monitor the different types of activities send the orders required from customers and transfer them to the required departments. This also further extends reducing the duration in fulfilment of orders to the customers. 
[bookmark: _Toc182320333]4. Section 3: Reflection on organisational issues
[bookmark: _Toc182320334]4.1. Impact of the issue
I have observed that there are two types of critical issues that are faced within the organisation such as overproduction and conflicts due to handling sudden requirements of customers. It has been observed that the F&B department is making food that is higher in quality than that of participating guests for consumption. As a result, a significant amount of food was observed being wasted leading to affecting the overall budget of the company. On the other hand, there are unpredictable scenarios when customers are requesting staging for a long time without any official bookings such as a couple of hours early before then check-in or before check-out. As a result, rapid arguments lead to the creation of customer dissatisfaction and a decrease in customer range (Kasa et al. 2020). 
[bookmark: _Toc182320335]4.2. Possible solutions 
The issue of overproduction can be resolved by using the system management theory that helps at managing the large organisation systems within the optimal level. In this theory, departments, work groups and employees can work together to achieve a common goal within the organisational level (Merkle 2023). For example, the implementation of a scientific theory can help in developing a food expense plan after acknowledging the possible guests that are boarding within the organisation. This can help in making proper control of the expenditure leading to a decrease in chances of overproduction and wastage. Similarly, human relations theory can help in the elimination of sudden arguments with clients by highlighting company policies with a positive attitude. Human relations theory plays a vital role in obtaining adequate opinions from another person before making any statement (Darmawan et al. 2020). As a result, I can communicate with the customers with empathy and logical dimensions regarding organisational policies to resolve the issue. 
[bookmark: _Toc182320336]5. Conclusion and action plan 
It can be concluded I have experienced a diverse range of emotions regarding the job role of a front desk. This helps with analysis of the ongoing issues such as overproduction and conflict with customers within the working environment. Implementation of scientific and human relationships theory can play a major role for the organisation to assess to ensure customer satisfaction and loyalty. Implementation of work-based and technical skills has played a major role in ensuring self-development that led to further development of confidence:
· To ensure personal development, I need to develop a calm mental state that can help in deal with critical situations in a more critical manner. 
· The development of a calm mindset can be achieved by using the strategy of meditation and handling the situation with a positive attitude (Mehraliyev et al. 2022). 
· The strategy of negotiation can also be implemented that help in making settlements in any situation between employees and customers to get the work done. 
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