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Introduction
The student learning log explores the immersive experience of shadowing a hotel back office duty manager via reflection and analysis. Focusing on administrative roles in the hospitality sector, this reflective study examines the complex role of work-based skills, technical knowledge, and organisational dynamics. Based on the Gibbs reflective model, the log unravels the intricacies of guest service expectations and back-office activities (Adeani, Febriani and Syafryadin, 2020). The learning log seeks useful insights and hospitality professional progress via critical analysis and reflection.
Reflective Model
Gibbs' Reflective Model is used to analyse my supervisory shadowing experience in my reflective learning log. Gibbs' approach helps me analyse my learning path, including work-based skills, personal growth, and organisational problems. It also helps me comprehend hotel administration and guest service dynamics via its iterative process of description, analysis, assessment, and action (Tanaka, Okamoto and Koide, 2018).
Overview of Administration
The hotel's back office does vital administrative tasks to guarantee departmental efficiency. Finance, HR, revenue management, and administration are included. As a duty manager, I overlooked back-office operations, ensuring efficiency, compliance and helping the front office provide excellent guest experiences.


Learning Objectives: 
• To understand hotel back-office administration.
• To learn the value of communication, task management, and collaboration in attaining operational excellence.
 • To acquire practical skills in financial transactions, HR management, and revenue optimisation.
Section 1: Personal Growth and Experience
Stage 1: Description and Feelings
Shadowing a hotel back office supervisor has been fascinating, revealing the complex dynamics of guest service management and the need for work-based skills and technical expertise. Real-world situations have shown the necessity of good communication, task management, and cooperation in meeting and surpassing guest service standards (Bardi, 2003). I saw how important communication is to smooth operations and guarantee guest happiness by seeing the duty manager communicate with workers and guests. As a duty manager, I worked well with the front desk, concierge, and cleaning to reduce guest wait times during a busy check-in period. This event underlined the criticality of open communication channels in addressing problems quickly and improving the guest experience (O'Fallon & Rutherford, 2010).
The shadowing experience also highlighted the need for technological skills in hotel administration. Technical skills were essential for regulatory compliance and operational efficiency, from fire alarm walks utilising apps to checklists and diaries. I used the app's functionality to log observations and highlight safety issues during a regular fire alarm walk.


My personal and vocational growth, encompassing industrial experience and academic journey, has also shaped my communication, collaboration, task management, personal skills, and guest services knowledge. I contextualised ideas like leadership styles and conflict resolution tactics in real-world situations using theoretical frameworks from academic coursework. During my placement as a Deputy Manager DM, I used transformational leadership to inspire and drive team members towards shared objectives and situational leadership to adapt to each circumstance (Patiar & Wang, 2016). I also studied democratic leadership, which promotes cooperation and collective decision-making to improve team performance and happiness (Elkhwesky et al., 2022). Previous industry assignments also reinforced theoretical education with an actual understanding of industry best practices and operational intricacies.
The shadowing experience has sparked personal and vocational development, demonstrating the link between theory and practice in guest service management. Combining academic study with hands-on experience has deepened my grasp of hotel administration's many difficulties and possibilities. I will use these insights to enhance guest service in the future.
Section 2. Evaluation of Work-Based Skills and Technical Knowledge
Stage 2: Evaluation
Hotel administration requires various work-based skills and technical expertise to maintain operational efficiency, regulatory compliance, and guest pleasure. I learned how crucial these abilities are to managing back-office operations and providing excellent guest service via shadowing. In hotel administration, task management helps duty managers prioritise, distribute resources, and maintain service standards (Azhar et al., 2024). For instance, the duty manager's strict adherence to the DM checklist and logbook ensured seamless shift transitions and excellent communication of operational insights to succeeding staff. Supporting this, De Mingo & Cerrillo-i-Martínez (2018) highlighted that accountability, operational transparency, and continuity are improved by organised task management.
Hotel administration relies on technical expertise, notably in specialised software tools and systems (Kalra, Ghazal & Afifi, 2020). I learnt to use technology to optimise procedures and resource allocation while shadowing. For instance, as a duty manager, fire alarm walks applications allowed me to log observations, monitor compliance metrics, and convey safety issues in real time (Kalra, Ghazal & Afifi, 2020). On the other hand, my control of financial transactions further highlighted the criticality of financial expertise in hotel administration. From recording purchases for finance monitoring to verifying document correctness, my financial details protected fiscal integrity and guided strategic decision-making (Yang, Ishtiaq & Anwar, 2018).
Furthermore, effective communication is key to hotel administration, promoting interdepartmental cooperation, dispute resolution, and guest involvement. As a duty manager, I learned the significance of open communication, openness, and responsibility from daily departmental meetings. Duty managers may use collective intelligence to handle operational difficulties and seize new opportunities by fostering cross-functional communication and eliciting varied opinions (Lozovitskaya, 2017).


Section 3 Organisational Issues: 
Stage 3: Analysis
As a hotel back-office duty manager, one issue that I encountered was departmental communication failures. Ineffective interdepartmental communication causes harm to department performance, guest service, and operations. I analysed that the identified issue caused information exchange delays, guest request misunderstandings, and peak-time coordination issues. The front desk regularly neglected to notify housekeeping of room availability and guest preferences, delaying room turns and dissatisfying guests (Tewari, 2009). The culinary crew sometimes disregarded front desk dietary requests, causing service mistakes and guest complaints.
These communication failures harmed guests and slowed operations across the facility. Failure to respond to requests and problems caused by departmental misunderstandings negatively impact the hotel’s guest service. Hence, I witnessed departmental performance suffer as personnel spent time on communication difficulties rather than on key tasks.
This issue can be solved using communication theory-based solutions. First, a digital task management application or messaging app expedites interdepartmental communication and enables real-time information exchange (Morrison, 2022). The hotel can reduce confusion and improve guest service by centralising staff updates and requests. Additionally, cross-functional training and team-building exercises improved departmental communication. Staff learning about other departments' roles and duties helped break down communication barriers and promote teamwork and responsibility (Šerić & Mikulić, 2020).


Section 4: Future Action Plan
Stage 4: Action Plan
After managing guest service operations as a duty manager, I noticed various areas for growth in work-based skills and technological expertise. A thorough action plan to improve communication, Teamwork and task management connects with personal and vocational development objectives and industry growth.
1. Improving Communication Skills: Attending courses and seminars to improve interpersonal communication, active listening, and conflict resolution. Asking colleagues and mentors for feedback to improve communication clarity and effectiveness.
2. Fostering Teamwork: Facilitating team-building and cross-functional training to develop co-operation, respect, and responsibility across departmental personnel. Share ideas and encourage open communication to improve guest service performance.
3. Time Management: Implementing time management approaches and prioritisation strategies may improve work allocation and resource utilisation. Using digital task management and scheduling software optimises operations, measures progress, and avoids missed tasks.
Conclusion: 
The experience as a duty manager in the hotel office administration has benefited my occupational and personal growth. It showed the progression of job-related skills, technological understanding, and guest service standards. Likewise, successful hotel management consists of communication, collaboration, and task management, which I have learned by doing and observing.


I learned about the link between technology and service excellence and how technical expertise can enhance process efficiency and customer satisfaction. It highlighted the importance of personal and vocational growth towards the guest service career objectives. The experience has developed my abilities and makes me want to provide exceptional guest services. I can add value to the hospitality industry, respect the service standards, and achieve my hotel management career goals by absorbing lessons learned and continuing to develop myself.
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