[image: ]

[bookmark: _GoBack]
BMIH6004 Hotel Placement – Managing Hotel Administration

Assignment Title: Student Learning Log

Student Name: Saiyful Alam Chowdhury
Student ID: 2132062
Lecturer Name: Jessica Newport





Table of Contents
Introduction	2
Section 1: Reflection on Experience and Personal Development	2
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge	4
Section 3: Reflection on Organisational Issues	5
Conclusion and Action Plan	6
References	7



[bookmark: _Toc190298379]Introduction
Hotel administration is very important to make operations go smoothly across hotel departments such as sales, front office, back office, revenue management, human resources, finance and reception. I underwent a placement that was shadowing a supervisory role in the Front Office department involved in the administrative functions of guest relations, reservations, and staff coordination (Rughubalan, 2009). It was a wonderful opportunity that allowed me to enrich myself with these very necessary work-based skills and technical knowledge.
Learning Objectives:
· To know the importance of administrative functions in the work of the Front Office.
· To gain experience in skill areas like communication, teamwork, task management and work skills.
· To build knowledge about reservations, property management systems and customer service.
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Figure 1: Gibbs’ Reflective Cycle
Source: (Adeani et al., 2020)
Description: I accompanied a Front Office Supervisor at a hotel which experienced high levels of activity while observing their work process. The supervisor engaged in handling guest check-ins and check-outs while taking reservations (Bardi, 2010). The supervisor achieved service efficiency through their essential role of delivering a seamless pleasant guest experience. Peak check-in times represented one primary task for the supervisor to manage efficiently. 
Feelings: My initial days felt overwhelming because the hospital had a swift work environment and many administrative jobs demanded accurate and immediate execution. During some parts, I doubted my capability to tackle the same duties when I became a supervisor. Through each day of the placement, I became more at ease with front office operational processes. The placement ended with me feeling assertive about my capacity to execute both administrative duties and guest-related responsibilities.
Evaluation: The placement experience deepened my understanding of essential workplace skills which include communication methods alongside teamwork skills and problem-resolution techniques (Tewan, 2009). Through their departmental liaising activities, the supervisor resolved guest concerns swiftly. The best thing about my experience revealed that efficient team coordination helps organisations provide better services. The hotel faced staffing shortages within its front office section because this caused extended wait times that stressed out its personnel (Casado, 2012).
Analysis
My practical involvement with actual administrative issues revealed information about work practices that extended beyond my academic understanding.  The guest's expectations become clearer through the application of Maslow’s Hierarchy of Needs (Ihensekien and Joel, 2023). Service standards require motivated employees according to Herzberg’s Two-Factor Theory (Ihensekien and Joel, 2023). Through their leadership, the front office supervisor worked tirelessly to maintain staff inspiration in the demanding workplace. 
Conclusion
During my placement, I better understood the responsibilities and difficulties associated with hotel administration work. The experience proved to me that hotel success requires adaptable workers with clear communication skills who solve problems before they escalate. The necessary skill for handling guest complaints consists of staying relaxed under stressful situations while actively solving issues so I aim to improve this ability. 
Action Plan
As a professional development strategy, I will work on strengthening my ability to handle stress during critical moments. My goal includes learning advanced guest complaint handling with problem-solving strategies through qualified training. My professional growth includes acquiring skill mastery in hotel property management systems.
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Importance of Work-Based Skills
Hotel administration depends on work-based skills because they create both efficient operations and satisfied guests. The key operational competencies emerged as vital components during my placement work at the hotel (Hagg, 2013). These include proper communication with staff members and guests remained essential to handle hotel bookings. The integration of housekeeping services with sales staff and management staff through teamwork allowed for the delivery of uninterrupted hotel operations. The front office achieved better guest needs satisfaction through its close teamwork with other hotel sections.
Technical Knowledge Acquired
My placement taught me essential hotel administrative aspects along with befitting professional work capabilities. Property Management Systems (PMS) taught me to keep reservation records updated with profiles and efficient room allocation management through hotel software (Johnston et al., 2012). My placement gave me knowledge about hotel management financial matters by teaching me about both revenue management strategies and pricing models with occupancy forecasting capabilities. 
Practical Examples from Placement
In my placement, my supervisors employed their technological expertise to manage an overbooking incident as one of their key contributions. The system displayed an error that wrongly distributed the same room category between multiple guests and this could upset the affected guests. Real-time assessment of room availability allowed the supervisor to work with reservations team members to find alternative accommodations through the PMS interface. The supervisor turned adversity into opportunity by providing free rewards to customers thus transforming their situation from negative to positive. 
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Issue Encountered
One main organisational problem at the hotel involved a lack of sufficient staff during busy check-in periods which raised guest waiting times and created frustrations. The hotel gained a negative impression because insufficient staffing at the front desk caused service delays (O'Fallon and Rutherford, 2010). Staff experienced excess workload from the additional pressure which reduced their operational efficiency and produced occasional mistakes.
Impact on Department Performance
The insufficient number of staff personnel produced several detrimental results for the hotel's daily operations (Vallen and Vallen, 2014). Staff experienced higher operational pressure which decreased efficiency levels across the hotel while causing stress-induced burnout affecting employee performance (ASET, 2017). The hotel began to experience higher frequencies of wrong reservations together with increased billing incidents. The hotel experienced both lost return customers and a diminished reputation because guests received poor service.
Proposed Solutions
The identified operational challenges required three essential strategies that proved beneficial for operational efficiency (Wood, 2013). The implementation of shift-based workforce management technology will enable better staff scheduling which delivers adequate staffing for peak times.  The hotel can cut reliance on front desk staff by integrating self-check-in kiosks and mobile check-in solutions to improve arrival process transparency.
Relevant Theories
Organisational strategies developed through two management frameworks help define the proper approach for solving this situation. McGregor’s Theory X and Theory Y (1960) demonstrate the need to understand both motivation levels and management approaches in workers (Galani and Galanakis, 2022). The implementation of Theory Y principles that focus on employee trust and autonomy alongside engagement will lead to improved staff morale and workplace productivity. Kotter’s Change Management Model (1995) establishes a systematic way to execute operational and staffing modifications (Graves et al., 2023). 
Resolution and Future Considerations
Depending on the rush the hotel management took different steps to solve this problem by adjusting the staff roster and developing a queue management system that helped reduce guest wait times. In the future, initiatives like AI-driven chatbots for guest queries and automated room assignment systems can improve efficiency more.
[bookmark: _Toc190298383]Conclusion and Action Plan
The professional setting taught me how administrative functions maintain hotels both efficient and pleasing to guests. Key takeaways include the fundamental job skills of communication together with teamwork and problem-solving to resolve operational difficulties at work. To conduct hotel administration effectively a person needs expertise in PMS, revenue management and guest relations systems. This has clarified my aspirations in the hotel administration field, especially in operations management. It has provided me with an insight into the requirements of supervisory jobs and the significance of continuing to learn in the hospitality industry.
My career development will improve through the following actions:
· My career development will advance through advanced hospitality management courses.
· My professional development includes seeking mentorship for team management together with additional training in staff motivation.
· I will create a strong base for my career in hotel administration.
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