









Managing hotel administration 
Back office: Case of Delta Hotel












Student Name: Andries Alexandra Mihaela
Student ID:2026369
Module: BMIH6004
Lecturer: Lisa Bassier, Jessica Newport, Ka Po Chong, Daniel Payne  

Table of Contents
Overview of the Hotel's Administration Operation	3
Section 1: Reflection on Experience and Personal Development	3
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge	4
Section 3: Reflection on Organisational Issues	4
Section 4: Future Action Plan	5
Conclusion	6
Reference	7



[bookmark: _Toc167451420][bookmark: _Hlk167453090]Overview of the Hotel's Administration Operation
[bookmark: _Hlk167453099]The Delta Hotel by Marriott Huntingdon mainly operates a multifaceted administration system, integrating different departments like the front-end office, back-end office, human resources department, finance department, etc. This complex network guarantees seamless and high-quality guest service delivery, efficient resource management, and optimal operational performance within the hotel industry by hotel staff (Delta Hotels, 2019). My placement mainly focused on shadowing a supervisory role within the back-end office department, providing a complete understanding of the critical administrative functions that support hotel management operations.
Learning Objectives:
Understand the technical knowledge strongly required for back office administration.
Develop work-based skills in order to efficiently manage and exceed guest service expectations.
Enhance overall personal skills, including communication, teamwork, multitasking, and task management.
This reflection report will be done by applying Gibb’s reflection model (Oviawe, 2020).
[bookmark: _Toc167451421][bookmark: _Hlk167453145]Section 1: Reflection on Experience and Personal Development
Providing the description of Gibbs' reflection model, I would like to inform you that During my placement, I shadowed a duty manager responsible for overseeing daily back office operations (Oviawe, 2020). This role involved reservations, department coordination, scheduling, and inventory control. This event taught me the value of precise communication (Nambi, 2016). For example, it requires clear and timely communication to coordinate with the front office to record and answer visitor wishes.
This event highlighted the important role of teamwork (Kellermann, 2023). For example, during a high-occupancy weekend, efficient teamwork between the back office and housekeeping meant that rooms were prepared on schedule. Prioritizing administrative tasks to meet operational deadlines improved task management skills, emphasizing the necessity for efficiency and organization in a high-pressure workplace.
Reflecting on my academic education and professional experience, I recognized that hospitality management and customer service fundamentals from class offered a good basis. However, using these concepts throughout the placement revealed the complexity of hotel administration. This mix of study and practice helped me appreciate the hotel industry's dynamic nature.
[bookmark: _Toc167451422][bookmark: _Hlk167453149]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
According to me, Work-based skills and technical knowledge are very crucial aspects of managing hotel administration. For instance, knowledge in Opera which is a PMS was highly essential and of equal value in processing reservations, special requests and guest information in a secure manner. Shadowing exposure showed that knowledge of implementing such systems is evidenced by high order accuracy in bookings and billing and eliminates intent to defraud by hotel staff, while increasing overall guest satisfaction (Maria et al., 2018). 
An example was mainly one of an action done while dealing with a case of overcharging a hotel visitor due to an error of the billing system. In my opinion, in such a situation, it is wise to proceed with technical knowledge and approach the PMS in order to fix the error not only to amend the mistake but also ensure the hotel can regain the guest’s trust and faith in the hotel’s services. This incident particularly underlined the significance of technical competency needed for sustaining operational effectiveness in overseeing the activities of the hotel management particularly within the back-end department (Maria et al., 2018). In addition, on-job skills like problem solving, working accurately and juggling several tasks at one time that could be taught in a hotel management were also beneficial in the administrative position. For example, while working at one of the back-office stations, the team faced a problem of learning new system aspects during an update process while not affecting back-end work significantly. This scenario strongly emphasized the urgent need for continuous learning and quick adaptability in the hospitality industry.
[bookmark: _Toc167451423][bookmark: _Hlk167453153]Section 3: Reflection on Organisational Issues
Evaluating organizational issues using Gibbs' reflection model, maintaining guest service standards at busy hours demonstrated difficulty (Oviawe, 2020). High occupancy rates stretched resources, delaying service and compromising quality. It affected guest pleasure and worker morale.
Analyzing this situation using Gibbs' reflection model, I noted the effect on department performance and operations (Oviawe, 2020). Staff burnout during peak times hindered their capacity to give high-quality service. Delays and inconsistent treatment can cause guest unhappiness and poor reviews, hurting the hotel's reputation (Koc, 2019).
A realistic solution to address this issue is to improve staff administration through forecasting and scheduling. Advanced scheduling software that forecasts peak times and assigns resources helps balance workload and maintain service standards (Koc, 2019). Cross-training staff to execute several positions can also assure service consistency during high-demand periods. These solutions align with workforce flexibility and adaptive leadership theories, which emphasize a responsive and well-prepared team.
[bookmark: _Toc167451424][bookmark: _Hlk167453158]Section 4: Future Action Plan
Recommending the Action Plan through Gibbs' reflection model, I would like to say that, based on my academic learning and personal experience (Oviawe, 2020), I have developed a future action plan in order to enhance my overall work-based skills and technical knowledge, aligning with my professional development goals as a duty manager.
Communication: I personally believe that I attend workshops and high-quality training sessions highly focused on effective communication strategies. Practicing active listening and feedback techniques will surely improve my overall ability to interact with both guests and colleagues (Lahap, O’mahony, and Dalrymple, 2016).
Teamwork: Apart from communication, active participation in team-building activities and collaborative projects in order to strengthen my overall ability to work cohesively with others also plays an important role in enhancing my work-based skills. Understanding diverse team dynamics will be highly crucial for future supervisory roles (Richards, Chillas, and Marks, 2012). 
Task Management: I also believe that utilizing task management tools like Trello or Asana in hotel management practices to prioritize and organize work efficiently is also crucial. Setting SMART (Specific, Measurable, Achievable, Relevant, Time-bound) goals will allow me to enhance my overall productivity and confirm the timely completion of tasks (Donate, Guadamillas, and González-Mohíno, 2023). 
Technical Skills: Enrolling in hotel management courses to deepen my understanding of advanced property management systems and other relevant software is also crucial, according to me. Continuous learning will allow me to keep updated with the latest industry technologies and hotel management practices (Maria et al., 3018).
Guest Services: the next action plan for me is, I need to focus on improving customer service skills by participating in role-playing and scenario-based training sessions organized by the hotel HR team. Understanding different customer personas and their expectations towards hotel staff will really help me to tailor services in order to meet the diverse needs of our visitors (Timothy, 2020).
These action plans will not only enhance my current capabilities but also help me contribute to long-term professional growth within the hospitality industry.
[bookmark: _Toc167451425][bookmark: _Hlk167453165]Conclusion
From the above reflection report, it is concluded that the shadowing experience at Delta Hotel strongly provided a wide range of invaluable insights into the significance of work-based skills, technical knowledge, and even effective guest service management. The practical application of theoretical concepts strengthened the importance of soft skills like communication, teamwork, multitasking, and task management in order to achieve operational excellence. Reflecting on this experience using Gibbs' model successfully allowed me for a critical analysis of organizational issues and the development of actionable solutions to deal with identified organizational issues. The future action plan outlined will guide my continuous professional development, ensuring that I always remain proficient and adaptable in the dynamic field of hotel administration, especially in back back-end office department.
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