 
   
   
   
   
   
   
   
   
   
   
   
   
   
   
Module: Managing Hotel Administration   
Module Code: BMIH6004   
Lecturer: Ben Ka Po Chong  
Student Name: Alexandra Gheorghe   
Student ID Number: 2117801   
    
    
    
    
    
    
    
    
    
    
    















Reflection on Hotel Administration Placement at Ibis Hotel Nottingham    
    
Personal Development through Placement Experience    
    
During my placement at Ibis Hotel Nottingham, shadowing a supervisor in back-office and administrative operations provided a unique perspective on the complexities of hotel management. This experience significantly contributed to my development in terms of practical skills and technical knowledge essential for effective hotel administration. It allowed me to directly engage in areas such as communication, teamwork, and task management, which are pivotal to ensuring smooth operations within a hotel setting (ASET, 2017).  
Understanding the importance of clear and timely communication in a real-world context was invaluable. In a hotel environment, effective communication means not only accurately conveying information but also empathizing with guests and anticipating their needs. Observing the supervisor handle complex guest inquiries and communicate effectively with team members underscored the role of active listening and responsiveness. This experience was transformative in refining my communication skills, teaching me that effective communication is foundational to achieving team cohesion and a positive guest experience (QAA, 2018). According to Hospitality Net, the shift in guest expectations demands that hoteliers provide personalized and responsive services, reinforcing the need for effective communication skills in hospitality (Hospitality Net, 2022).  
    
Work-Based Skills and Technical Knowledge    
    
The skills I acquired during my placement specifically teamwork, task management, and guest service were critical to my understanding of hotel administration. Working closely with my supervisor and team members highlighted the importance of a collaborative workplace culture. For instance, we participated in team huddles to review daily tasks and assign responsibilities, fostering a shared commitment to guest satisfaction. This teamwork reinforced the need for openness, reliability, and accountability within a team setting. According to Access Group, teamwork in hospitality allows team members to better manage responsibilities and adapt to rapidly changing conditions (The Access Group, 2023).  
Task management was another critical skill gained during my placement. Managing time-sensitive responsibilities, such as coordinating check-ins and fulfilling guest requests, was a daily necessity. My supervisor demonstrated effective time management techniques, such as prioritizing tasks and using task-tracking software to ensure that no details were overlooked. Applying these techniques taught me the importance of staying organized and focused, particularly in a fast-paced environment where overlooking details can lead to guest dissatisfaction (Vallen & Vallen, 2014).  
Guest service was also a primary focus of my placement. Understanding guests’ needs and delivering a memorable experience was an ongoing lesson. For example, when handling a guest complaint, I learned the value of empathy, as a courteous response often diffused potentially negative situations. This aligns with the SERVQUAL model, where elements like responsiveness and assurance are essential to providing high-quality service (Johnston, Clark, & Shulver, 2012). Recent insights from Hotel Owner emphasize the need for flexibility and adaptability in guest service, highlighting how the best hoteliers anticipate guest needs and personalize interactions to enhance satisfaction (Hotel Owner, 2023).  
Using the Opera Property Management System has been essential for streamlining guest reservations, check-ins, and daily operations. With Opera, hotel staff can manage guest bookings from the initial reservation through check-in and the duration of their stay. The system centralizes all guest data, making it easy to access reservation details, note guest preferences, and review past stays, which helps personalize the guest experience. Opera’s interface is user-friendly and supports real-time updates, allowing front desk staff to track room availability and coordinate with housekeeping efficiently (Opera, n d). Its integration with other hotel systems also enables smoother communication across departments, which boosts operational efficiency and reduces delays. Overall, by simplifying these processes, Opera enhances guest satisfaction and improves resource management, which is vital for delivering high-quality service in a fast-paced hotel environment. 
   
Academic Influence on Skill Development    
    
My academic journey from Level 4 to Level 6 has enriched my placement experience, as I could draw from theoretical knowledge acquired in class to address practical challenges in the workplace. For instance, theories on organizational behavior and human resource management informed my understanding of people management and workplace culture. Concepts from hospitality courses also provided a framework for understanding guest service dynamics, which I applied in daily interactions with guests and team members. Additionally, previous industry experience taught me the importance of adaptability in a dynamic environment, further enhancing my readiness for this placement (Hagg, 2013).  
    
Encountering and Resolving an Issue    
    
During my placement, one significant challenge arose regarding team communication during high-occupancy weekends. Due to insufficient communication between front desk and housekeeping, room turnover was delayed, leading to guest dissatisfaction and a backlog in check-ins. This situation impacted the department’s efficiency and morale, as staff became increasingly stressed.  
Analyzing the issue, I identified several contributing factors, including the lack of a structured communication system and insufficient cross-departmental coordination. This aligns with Mintzberg’s management roles, where information dissemination is critical in connecting departments. In terms of people management, there was a noticeable gap in facilitating timely and consistent communication between staff.  
To address this issue, I propose implementing a standardized digital communication platform, such as Slack or an intranet-based system, for real-time updates between departments. A digital solution would enable quicker coordination, reduce delays in room availability, and enhance guest satisfaction (QAA, 2018). Training sessions on communication protocols could also bridge gaps in understanding between teams. Additionally, assigning a designated liaison for each department during high-occupancy periods would improve oversight and ensure that tasks are completed promptly. According to The Caterer, adopting digital solutions and training staff to utilize them is a keyway for hotels to streamline internal communication and improve guest satisfaction (The Caterer, 2023).  
    
Analysis and Proposed Solution   
Analyzing the problem, I identified that the absence of a structured system for sharing real-time updates between departments was a major factor. As Mintzberg’s management roles suggest, information dissemination is vital for connecting distinct parts of an organization, especially during high-demand periods. Addressing the issue required a solution that would bridge the gap in communication while improving operational efficiency.  
To solve this issue, I propose implementing a standardized digital communication platform like Slack or an intranet-based system for real-time updates. This platform would streamline information flow between front desk and housekeeping, reducing room turnover delays and enhancing guest satisfaction (QAA, 2018). Additionally, conducting training sessions on communication protocols could further improve understanding across teams. Assigning department liaisons during peak times would ensure tasks are completed promptly and reduce miscommunication. As The Caterer highlights, digital solutions and proper training streamline internal communication, improving guest satisfaction (The Caterer, 2023).  
SMART Action Plan   
Based on this experience, I developed a SMART action plan to address inter-departmental communication challenges in future placements or professional roles:   
· Specific: Improve communication between the front desk and housekeeping to streamline room turnover during peak times. Set a daily 10-minute huddle with both teams to allocate tasks and clarify responsibilities.  
· Measurable: Monitor improvements by tracking guest satisfaction scores and room turnover times on high-occupancy weekends. This will provide a quantifiable measure of the plan's effectiveness.  
· Achievable: Start by piloting the new communication approach on select weekends to test its effectiveness and feasibility before broader implementation.  
· Relevant: This action plan directly aligns with hotel administration priorities, as effective communication improves operational efficiency and guest experience.  
· Time-bound: Implement the plan over a three-month period, with monthly evaluations to assess progress and adjust, as necessary.  
   
Insights and Future Professional Practice    
    
This placement has provided me with key insights into effective hotel administration, such as the importance of clear communication, task prioritization, and understanding workplace dynamics. These lessons have emphasized the significance of teamwork and adaptability, especially in addressing real-time issues. Moving forward, I am committed to applying these insights in my professional career within the hospitality industry. My placement experience has solidified my understanding of the balance between guest service and operational efficiency, and I am prepared to navigate these dual responsibilities with confidence. I also aim to further develop my leadership skills by continually improving my communication strategies and staying attuned to evolving consumer needs (Vallen & Vallen, 2014).  
In conclusion, my placement experience at Ibis Hotel Nottingham has not only developed my practical skills and theoretical understanding but also enhanced my capacity for critical thinking in managing hotel administration challenges. These insights will be invaluable as I pursue a career in hotel management, helping me make informed decisions that contribute to operational success and guest satisfaction in the hospitality industry.  
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