


Administrative & General Department

I got my academic placement opportunity at Maldron Hotel Newcastle where I was chosen for their Administrative & General department. On my first day I was given an orientation by the Human Resource department. At my orientation I was given the directions about my duty roles, punctuality, grooming standards, hygiene standards, code of conduct & etc. later I was given a property tour. From the property tour I could see their all amenities & services which have a vibe of charming & amazing environment for the business travelers as they are intensely focused on MICE (Meetings, Incentives, Conventions, Exhibitions) services as a four-star property.
After the property tour I joined my A&G team where I was assigned to my supervisor named Mr. Odin the A&G administrator. Basically, this department provides administrative support, manages general operations & handles multiple unspecified issues or problems that can hamper the daily smooth operations of the hotel. In this property the A&G department supports the front-desk operations by handling problematic reservation issues, refund issues, suspicious check-ins & check-outs, maintain guest records & handling the legal guest complaints & compensation issues. Then A&G manages hotel facilities by maintain the hotel establishments & belongings by proper maintenance & coordination with hotel staff or external vendors. A&G is also responsible for procuring & inventory managing procedure by purchasing the supplies, raw materials, equipment according to the departmental purchase requisitions, monitoring inventory issues 7 storage levels by liaising with suppliers, negotiating contracts & ensuring the cost effectiveness with standard quality. The A&G supports the overall finance & budget making procedure by providing the A&G reports which can give the insights about hotel shortcomings & prospects by giving suggesting competitive & effective alternative approaches while budget making or cost cutting in finances.
During my placement period I got to learn prominent administrative skills like- operating hotel management software like- opera for front-office activities, learned how to interact with guests specially the problematic guests like- overdue bills, demanding refund or compensation guests & handling this type of guest is a complicated procedure where one needs to work for company’s interest & the guest interest as well otherwise the negative word of mouth can cause huge brand & business loss. That’s why major problem resolving strategies like win-win strategy, win-lose strategy & lose-win strategy need to be adapted for guest satisfaction excellence. As this department deals with the unspecified issues of all the departments which can be needing emergency approach or systematic procedure so adaptability & multi-tasking skills are must to have with patience & efficient communication & networking capacity. Due to be the part of this department I could attain the knowledge of hotel operations that needed my brief engagement in each department both from revenue generating & supporting departments.
The revenue generating departments are called front-of the house & these are- front desk, concierge, sales & marketing, F&B service, house-keeping in room service etc. (Wilson, E.R.Y., 2020) then the back of the house departments are all supporting departments of the direct revenue earning units like-human resource, accounting & finance, kitchen & culinary, purchase, engineering departments etc. (Wilson, E.R.Y., 2020)
After my experience with A&G department I was transferred to front of the house departments:
Sales & marketing department: this department has two units:-Sales unit – the sales unit is responsible to attract & secure the hotel businesses by focusing on the target markets. The absolute goal is to increase bookings & maximize the revenue by applying sales & business development strategy to maintain the accounts & bringing more group & event sales. There biggest challenge is to meet the monthly & quarterly sales target. Marketing unit- Branding & promoting the hotel services & products to the target market & potential guests by maintaining the proper guest relationship are the responsibilities of this department. They need to be involved in market research, analyzing market trends, advertising, promotion & digital marketing to survive in the competitive market & create brand image.
Front-office department- this department deals with guest services & handles the guest interactions from the moment of arrival to the check out. There are some major units of this department, which are needed to offer smooth guest services like- Reservation which receives & processes the reservation inquiries, updates availability, confirms booking & manages room assignments, Concierge provides guest assistance & personalized guest services, answering guest queries about local attractions, events, tourist activities etc. Bell desk response the guest demands of luggage assistance & transport facilities. Telephone operations unit manages the requests via phone call, transferring calls to the appropriate departments taking messages & providing general hotel information.

My placement experience from the back-house departments:
Human Resource & Training department- the major functions of this department are recruitment, selection, employee on-boarding, training & development, yearly & quarterly performance review, dealing with compensation & benefits disbursement, maintaining employee relations & employee retention by following labor laws. During my intern period with them I worked in their training & development unit where I observed their corporate training sessions, planning & arranging customized trainings by individual departmental requirements, engaging & assisting departmental trainers for organizational quality development & service standardization.
Housekeeping department- this department is responsible to maintain the property cleanliness standards, order, aesthetic appearance of guest rooms, public areas, facilities etc. this is a vital department to create a cozy & charming environment for the guests. Major functions of this department as per my observation during internship are- cleaning & maintenance, rooms & amenities set up, laundry service, inventory management, lost & found activities, pest control, coordination with all the departments & guest requests.
Safety & Security department– as per the name this department is responsible for maintaining the safety & security of the hotel properties & the guests. This implements the measures & protocols to prevent & address potential risks, emergencies & security threats by risk assessment & management procedure, security measures, emergency response planning, strong & knowledgeable security personnel, investigation & report submission to the respective authority about the suspicious events & activities for having compliance with safety regulations. During VIP events or necessity then they contact with the third party agencies for collaboration.
Engineering department- this department is responsible for the maintenance of the hotel infrastructure & systems by providing the support of mechanical & electrical systems repair or establishment, equipment & appliance maintenance, energy management with sustainable methods & ensuring safety with security of the property, guests & employees.
These are the departments that I could assist as back house departments used to have more administrative tasks so I received cross training sessions in these departments mostly but the front house departments also have administrative activities that I observed & assisted like- making daily reports, night audit reports, morning meeting minutes etc. so I basically worked under the supervision of all the department administrators from which I could realize there is lack of collaborative skills among the operational team members that’s why service delivery gets hampered eventually like- late mini bar checking, faulty bills, legal cases asking compensation for service failure in corporate events etc.
My supervisor Mr. Odin tried to train me with the most professional & supportive way of leadership also with my cross training experience I realized different departments have different working culture & environment which are developed basically by the department heads & the teams mind set with behavior. The A&G department has a friendly & knowledge development working culture same as sales & marketing, front-office but the HR & engineering departments have intense & rigid culture although the team members always thrive for excellence in their performance.
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