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Use of AI – Statement

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.

Introduction

Novotel Bristol UK is a subsidiary of the Accor Group and has an administrative department that is crucial in providing administrative support to the various departments that deal with the guests and the overall fiscal and systematic management of the hotel. These departments claim good interconnection and demand a high level of knowledge and effective cooperation between the Front Office, Back Office, Sales, Human Resources, Financial, and Revenue Management (Clauzel et al., 2021, P. 26). These departments perform several vital functions in an organisation like management of front office operations like interacting with guests, managing staff work schedules, generating reports and controlling revenue generation.

Learning Objectives:
· Acquire practical experience working in the office.

· Get acquainted with the concept of supervision and decision-making.

· Acquire practical experience and project-related knowledge in the field of hotel management.

· Develop knowledge of group dynamics, communication, collaboration, time and guest relations, and decision-making processes. 

· Develop work-based skills and technical knowledge in hotel administration.

·  Enhance understanding of communication, teamwork, task management, and guest service.
Section 1: Reflection on Experience and Personal Development

During my placement, I accompanied the supervisor in the organisation's Front Office and Back Office sections as an observer; I was mainly involved with clerical duties. This made me observe the manner in which a hotel is managed from a managerial position. According to Longart (2020, p. 271), some of the responsibilities of a hotel managerial position include responding to guest service challenges, coordinating staff shifts, and overseeing that other day-to-day business operations are well addressed.

In such a placement, the most valuable learning experience is identifying the importance of these particular work-based skills like communication, decision-making, and prioritising tasks to ensure high-quality guest services (Huang and Baker, 2021, p. 370). For example, during the hours of check-in surge, the supervisor was engaged in handling conflicting responsibilities, supervising the receptionists, dealing with customer complaints, and, at the same time, coordinating with the housekeeping department. This brought out the aspect of time-sharing, decision-making, and communication, which are core values in addressing service delivery expectations.

Analysing my academic process in Levels 4 through 6, I have realised how the concepts of different modules, such as hospitality management, customer service, and operations, can be applied to these scenarios. My past working experience in a position that required dealing with clients prepared me for cooperative work and comprehending the significance of talking to people and collaborating with co-workers. Domanski (2020, para. 10) asserts that cooperation and the simplicity of guests' satisfaction with the services provided to them come with lots of complexity, which may include administrative work even in instances where guest complaints occur.

The shadowing experience was also a very good learning point for personal development. I found out that leadership also entails encouraging one's subordinates, making a decision quickly, and choosing the best option that would best suit their needs and, more importantly, the guest's needs. Ushakov et al. (2020, p. 390) claim that some of these soft skills and technical knowledge in areas such as hotel management software are invaluable.

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

The technical content and vocational skills required to manage hotels need to be underlined in the given context. Such skills involve tangible proficiencies like property management information systems and interpersonal skills like interpersonal communication and personality traits (Huang et al., 2021, p. 4219). I understood other systems, such as Opera, through my placement, which is used in managing bookings, assignments, rooms, and financial transactions.
Work-based skills encountered included:

Communication

 It is essential to facilitate communication among staff and deal with guest complaints to enhance smooth operations. Communication with guests, colleagues, and other departments helps to deliver the services to the guests to the expected standards and eliminate any distorted communication (Qin et al. 2022, p.573). This particular skill was particularly beneficial in my practice, given that it enabled me to address any concerns raised by guests quickly and efficiently.

Teamwork

Coordination is a key component in a hotel chain environment, where the housekeeping, maintenance, and front office sections have to be well coordinated. This made me realise the essence of teamwork, especially when the business experiences high-traffic customers (Lee and Lim, 2023, p. 230). Multitasking allowed improved efficiency in workflow since all staff members cooperated.

Task Management

Coordination entails working on multiple tasks simultaneously, like check-ins, employee rostering, and responding to guests' concerns. This makes it an essential administrative skill to enable the business to maintain the flow of its operations to meet the guests' expectations (Kanta et al. (2024, p. 543). My placement demonstrated that efficient prioritisation of work means that clients are served within the agreed time as planned.

The technical skills gained during the placement included proficiency in the booking systems and the knowledge acquired regarding hotel revenue management. For example, I discovered how the revenue management department facilitates room rate changes depending on the forecast. It has extended my understanding of how technical knowledge affects aspects such as pricing strategies and enhanced my knowledge of other managerial sections of the hotel.

Section 3: Reflection on Organisational Issues

During the placement, I experienced some problems linked to control of tasks, especially dealing with a complaint from a guest. The Front Office team received many complaints about untidy rooms and slow or delayed services. This not only had implications for the guests, who had to call maintenance and housekeeping, but also created conflict between workers because the front office was expected to continue administrative work while addressing such concerns. The cause of the problem seemed to be inadequate cooperation between housekeeping and the Front Office departments. When rooms were delayed, the Front Office team was not notified in real time; hence, guests complained more, and check-ins piled up.

The problem constrained the department's workflow by complicating guest handling and employee interaction. In response, I created an idea to increase real-time communication to a higher level by integrating a task management system to connect the Front Office and Housekeeping. This system would enable the two departments to monitor the progress of room turnovers and alert each other in the event of delays.

A theory that explains the breakdown in communication and teamwork is Tuckman's Stages of Group Development, which outlines the phases teams go through. These include the forming, storming, norming, performing, and adjourning stages (Robb 2022, p. 110). In this context, the communication problem belongs to the storming phase, characterised by conflict and misunderstanding due to teams' efforts to define responsibilities and work organisation. This means the team is not yet at the norming stage, as the task-related information is not shared in real-time between the Front Office and Housekeeping departments. Concerning the transparency in communication with one another and the practice of the task management system, the team could potentially advance into the phase of norming and performing, wherein efficiency, cooperation, and simple problem-solving are maximised.

Conclusion and Action Plan

Therefore, the shadowing in Novotel Bristol has been very insightful in enhancing the comprehension of hotel administration. The focus areas involved communication, collaboration, work and knowledge organisation, and technical know-how necessary for retaining guests' satisfaction and organisational functionality. It has also made me understand leadership and decision-making whereby the performance of administration is also disputed depending on how it is solved. In the future, I want to advance my hotel administration knowledge by increasing my technical knowledge of hotel management software such as Opera, furthering my leadership experience via supervisory positions, and strengthening my interpersonal skills for the efficient department running. This placement has reaffirmed my desire for a career in hotel administration and has equipped me well for the future. I am sure that these feelings will help me to make the necessary input in my further practice in the field of the hospitality industry. 
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