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Introduction
During my 10 weeks placement at Tudor Park Country club, a Delta Hotels by Marriott property I shadowed supervisory roles in various departments. These departments are key to hotel administration, organise guest transaction, administrative works and revenue instalment. My placement learning objectives were to:
· Improve my skills on communicating with guests in interactions and administrative duties.
· Acquire technical knowledge on hotel software system as well as performance metrics. 
· Understand and deal with organisational challenges to increase operational efficiency.
Gibbs’ Reflective Cycle (1988) is utilised in this learning log to reflect on experiences, to consider how these experiences have impacted my growth, and to propose solutions to an administrative issue through academic theories to increase my knowledge of these.
Reflection on Experience and Personal Development
Description
I followed supervisors on the placement over the placement, I was shadowing them in Reception/the Front Office dealing with guest cheque in, guest inquiry and guest complaint; in Back Office doing the performance metrics and administrative reports; and in the Sales Office coordinating a business meeting that was held during the time of the placement. For example, I would help to cheque in guests in the Front Office and use the property management system to give rooms or amicably resolve booking discrepancies. I updated occupancy and guest satisfaction data in Back Office and assisted Sales with questions regarding events and liaising with the front office and events team for the execution of seamless events.
Feelings
At first, the fast pace of the environment and technical demands (e.g., walking efficiently without my software systems) overwhelmed me. Once I felt confident, I took pride in having gotten better at being able to speak to guests and colleagues and having gotten better to figuring out how to analyse difficult data and coordinating with multiple departments.


Evaluation
My experience in hotel administration was beneficial because I learned a lot. Some positive aspects were getting direct experience doing practical stuff under the supervision and learn from real world issues such as resolving out with the guest or how to measure performance metrics. That said, there were challenges: from an occasional lack of communication between departments and in consequence loss of efficiency, and from my own initial unfamiliarity with software systems and thus slow progress.
Analysis
All these experiences helped me develop my work-based skills on communication, teamwork and task management as per the module’s learning outcomes. For example, Bardi’s (2010) argument on front office management skills matched the Front Office management needs which included handling guest inquiries. Data Analysis was developed in the Back Office analysing performance metrics, such as occupancy rates and guest satisfaction scores, which are necessary for revenue management (Vallen and Vallen, 2012). This allowed for me to manage my tasks better and widen my teamwork during my sales business meeting, which is in line with Johnston et al.’s (2020) view of service operations management. Having worked in the academic world allows for a good ground to work on but for this placement, the practical part of this concept applied in real setting made a difference.
Conclusion
Looking back to these situations, I realise that whilst these first challenges like technical issues, and communication between departments, were difficult, they were also valuable learning experiences. As pointed out by Mohammed and Naji (2017), workplace performance improvement involves an improvement of skill in the areas of technical skills and personal wellbeing management. But they emphasised the necessity of adaptability, technical competence, and effective communication regarding hotel administration. In general, this placement improved my ability to deal with guests, process data and interdepartmental collaboration, so that in the next job I will be ready for supervisory work.
Action Plan
With this new experience, I will go on to gain more training in hotel management software to upgrade my technical skills and be able to navigate systems effectively (Buhalis and Leung, 2018). I will also attend workshops for interdepartmental communication to solve the coordination problem of working in collaboration. Then, I will take another placement or simulation to perfect these skills that I wish to have in my career as a hotel manager.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Indeed, my work-based skills and technical knowledge gained have served as important prerequisites for effective hotel administration. As a Front Office Agent, you need to be communicative, especially as I corrected guests’ mis-bookings due to explaining policies to them and enhancing their satisfaction. This is consistent with Ben Tahar et al. (2018) work on delivering high value-added experiences to the guests through competent communication and service delivery. In the Sales Office, teamwork was highly correlated, working with the front office and chef to update and allocate your resources in the time of business meeting, for operational success. A key area of management within all departments was task management, for instance, to schedule spa bookings, as well as to update data on performance. I also developed technical skills with software for reservations, reporting, sales tracking, cognizant with the learning from the module on departmental systems. Supported by Hagg’s (2013) Internship Guide, these competencies provide a solid basis for hospitality career where excellent guest service and organisational effectiveness are to be achieved.
Section 3: Reflection on Organisational Issues
Description
In my placement I was faced by a problem of lack of communication between the reception/front office and sales office during a business meeting. Last minute attendee number changes to pay receipts and were never cleared through the front office, causing a confusion around room allocations and guest cheque ins.
Feelings
I was frustrated with the waste of time and concerned with put off guests the next time, but motivated to resolve the cause of these issues so they do not happen again.
Evaluation
However, this was a learning opportunity regarding improving communication protocols and resulted in negative impacts on guest experience and departmental coordination. This systemic problem was made evident by the oversight, however the quick fix made by the front office averted some damage but not all.
Analysis
This stopped operations, hurt guest satisfaction and strained interdepartmental relationships based on varying guest satisfaction scores from performance reports. This conforms with Wood’s (2013) discussion around the significance of management structures in addition to communication in hospitality. Some more practical solution could be to implement shared digital calendar or shared communication platform that provides real time updates as suggested by Fallon and Rutherford (2010). In addition, training staff on cross department communication based on Johnston et al.’s (2020) service operation frameworks could prevent the same. I used to fill this gap and propose how to solve it which helped me to improve my problem-solving skills to play a future managerial role.
Conclusion
After thinking about this, I see it as a learning opportunity and that the importance of communication systems in hotel administration cannot be overlooked. This had served as another great example of initiative-taking coordination to ensure guest satisfaction while keeping operational efficiency intact, and knowledge that had reinforced that proactive coordination was important in the world of hospitality management.
Action Plan
For the future, I will suggest that the digital tools like a shared calendar or a communication platform should be adopted to streamline interdepartmental coordination to address similar such issues. Desiring to instance leadership in hospitality, I will look for training in conflict resolution and team communication to improve my capacity of preventing and configuring such challenges (Grandy and Silwa, 2015).
Conclusion and Future Action Plan
The placement has helped significantly in developing my work-based skills (e.g. communication, teamwork) as well as technical knowledge (e.g. software systems) in a greater depth as far as hotel administration is concerned. These skills were shadowed supervisory roles in several of the categories in Reception/Front Office, Back Office and Sales Office, which revealed just how important these skills will be for guest service, performance management and operational efficiency. Miscommunication was the functional aspect of organisational issue on which my future practise was based. To further improve, I will:
· Advance in training in hotel management software to enhance my technical proficiency.
· Improve my managerial skill take up workshops relating to interdepartmental communication and leadership.
· Seek additional placements to further develop my practical experience to achieve my career goal as a hotel manager.
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