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1. INTRODUCTION
[bookmark: _Hlk200452512]As part of my 10-week work experience at Delta Hotels Breadsall Priory Country Club I have worked in several departments but most are combined together. This student log is about the Managing Hotel Administration. I followed James the supervisor where he was head of Sales and Events. My other student log was about events this will be about Sales where most of the time I was with James.
1.1 Definition of Sales Department
According to Li and Xu sales department plays a crucial role in maximising profits through effective revenue management strategies (2017). One important part of this is setting the right prices and deciding how to assign rooms, which helps increase sales in a competitive market.

The Sales Department at Delta Hotels Breadsall Priory Country Club drives revenue by securing group and corporate bookings, managing client relationships, negotiating contracts, and collaborating with teams to optimise occupancy, rates, and guest satisfaction (Season, 2024)
1.2 Objectives
· To understand how hotel sales strategies are created and used.
· Improve communication and negotiation skills
· Gain hands-on experience with group sales bookings and sales proposals.


1. [bookmark: _Hlk200536088]SECTION 1: ROLE REFLECTION
[bookmark: _Hlk200539526]Using the Gibbs’ Reflective Cycle (1988), I will reflect my time at Delta Hotels Breadsall Priory Country Club in Sales Department.
1) Description
I worked at the sales department where I saw James the supervisor manage client inquiries, preparing group proposals, updating CRM entries and collaborating on promotional packages.

2) Feelings
I felt excited and anxious when learning PMS/CRM systems. Support from my supervisor helped me build confidence.

3) Evaluation
I can evaluate that the supervisor sets clear goals among the team, who delegates tasks effectively and promoting teamwork, enhanced operational efficiency. According to the research CRM can significantly improve guest loyalty, operational efficiency, and competitive advantage (Padilla-Meléndez and Garrido-Moreno, 2013).

4) [bookmark: _Hlk200535511]Analysis
The use of PMS and CRM systems streamlined operations by improving booking precision and enabling personalised service. Research highlights that effective CRM practices rely on strong evaluation and control mechanisms to deliver customer value and track performance (Lo, Stalcup and Lee, 2010). Initial technical difficulties caused delays, indicating a need for more comprehensive training. Although these issues were resolved through supervisor support, a more structured onboarding process could have helped avoid early mistakes.

5) Conclusion
Strong leadership and technical support are central to department effectiveness. My strengths include confidence in communication and work under pressure, however I need to improve and adaptability to new systems.

6) Action Plan
Short-term- Complete targeted PMS/CRM training modules to improve technical efficiency.
Medium -term - Attend negotiation and hospitality sales workshops to build confidence in client discussions.
Long-term - Network through industry events or online platforms (e.g., LinkedIn, hospitality forums) to connect with professionals and explore new trends.

7) Real examples
i) [bookmark: _Hlk200535750]Daily CRM audit: Conducting daily CRM audits to correct data inaccuracies enhanced team trust and highlighted the importance of attention to detail.
ii) [bookmark: _Hlk200535846]Group booking challenge: when client room blocks overlapped, the manager reorganised allocations to other hotels, demonstrating problem solving and coordination.



2. SECTION 2: DISCUSSION OF KEY HOTEL ADMINISTRATION ISSUES

During my placement at Delta Hotels Breadsall Priory Country Club, I encountered a significant administrative issue involving the inconsistent use and occasional breakdown of critical software systems, specifically the Property Management System (Opera) and the Customer Relationship Management (CI/TY) platform. These systems are vital for managing room bookings, guest profiles, and sales records accurately and efficiently. However, due to limited staff training and some technical difficulties, the software sometimes malfunctioned, leading to operational disruptions that required a software engineer’s intervention to fix.
This experience aligns with Padilla-Meléndez and Garrido-Moreno (2014), who argue that CRM success depends heavily on thorough user training and seamless integration into daily hotel operations. Without adequate training, staff struggle to use these systems effectively, reducing the overall benefits in managing customer relationships and service quality. Similarly, Law, Buhalis and Cobanoglu (2014) emphasise that PMS and CRM systems require ongoing staff development and support to maximise operational efficiency.
Further, Kasavana and Brooks (2016) highlight that technology adoption in hospitality must be accompanied by continuous training to keep pace with evolving software capabilities and reduce human error. My observation reflected this; staff performance improved notably after supervisor-led training sessions, which reduced data entry errors and enhanced workflow.
Moreover, Buhalis and Leung (2018a) stress that technology integration impacts customer experience positively only when front office teams are competent in using these tools. This links directly to the Hotel Administration and Front Office module, which focuses on operational systems and the importance of trained personnel for front office efficiency.
My placement experience demonstrated that even advanced systems can hinder hotel performance without structured onboarding and continuous professional development.


3. SECTION 3: FUTURE TRENDS IN HOTEL ADMINISTRATION
The hotel sales environment is quickly enhancing and improving due to emerging technologies, particularly the integration of artificial intelligence (AI), changing consumer expectations, and innovations in administrative systems. During my placement in the Sales Department at Delta Hotels Breadsall Priory Country Club, I observed both the advantages and limitations of current software systems like CI/TY CRM and Opera PMS in supporting sales activities.
AI-driven tools are predicted to enhance sales forecasting, automate follow-ups, and provide real-time personalisation (Ivanov and Webster, 2019). Although these systems were not AI-enabled during my placement, I observed the potential benefits of automation in managing large volumes of group bookings and client data. When CI/TY malfunctioned or was poorly used, sales proposals were delayed—highlighting how crucial proper training and system reliability are for future success.
At the same time, consumer expectations are increasingly shaped by speed, convenience, and personalisation. Tussyadiah (2020) notes that modern travellers expect immediate, tailored communication. This is especially true in hotel sales, where timely responses and customised packages can impact conversion rates. I noticed that effective CRM use allowed sales staff to personalise offerings based on client history.
Technological advancements in cloud-based CRMs and integrated sales dashboards could significantly improve workflow, enabling real-time access to client preferences and revenue tracking. Buhalis and Leung (2018b) emphasise that digital tools must be implemented alongside staff training and cultural adaptation to be successful. My experience confirmed that supervisor-led system training improved team performance and reduced administrative errors.
These developments directly relate to the Hotel Administration and Front Office module, which examines how operational systems and staff capabilities influence service delivery. For hotel sales departments, embracing technology while investing in staff digital skills will be essential to meet future guest expectations and stay competitive in an AI-enhanced market.


4. CONCLUSION
My 10-week placement at Delta Hotels Breadsall Priory Country Club provided valuable insight into the operational and administrative functions of the Sales Department, especially under the leadership of the supervisor, James. Through direct observation and guided learning, I developed a deeper understanding of how sales strategies, CRM systems, and teamwork contribute to hotel performance. Using Gibbs’ Reflective Cycle, I was able to evaluate my own development and identify areas for improvement, particularly in technical adaptability and system use.
A key administrative issue I encountered involved the inconsistent and sometimes inefficient use of software systems such as Opera PMS and CI/TY CRM. Limited training and system breakdowns impacted sales performance, but improvements were evident when targeted training and supervisor support were introduced. This reinforced the importance of continuous professional development, echoing academic literature that stresses the role of staff competence in technology adoption and operational efficiency.
Looking ahead, the integration of artificial intelligence, rising consumer expectations, and emerging administrative technologies will continue to reshape hotel sales operations. My experience underlines that future success in hotel administration will not depend solely on technology, but on how well staff are trained to use it. As outlined in the Hotel Administration and Front Office module, a blend of technical capability, guest-focused service, and strategic thinking will be essential in navigating this evolving landscape.
Overall, this placement has enhanced my professional confidence, strengthened my communication and teamwork skills, and prepared me for future roles in the hospitality industry.
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