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[bookmark: _Toc200666357]Introduction
My placement was in Ibis Shipley Hotel - F&B at position: Reception and Housekeeping (Start date: 15th of May - end day 11th of July). As a Receptionist and Housekeeping in the hotel, I found that ensuring everyone is checked in and out of the hotels at the correct time, allows housekeeping to carry on with their part of the job role. I have had a great experience working in Reception, as I got to learn a bit more about how customers can pay on arrival and how bookings are taken down over the phone call.
[image: ]
Figure: the hotel (Vallen et al, 2014).



[bookmark: _Toc200666358]Section 1: Role Reflection
[bookmark: _Toc200666359]Role and Responsibilities:
Guest check-ins: I had a greater understanding that being on the administrative side, plays a key role in the hospitality industry. I observed  how the staffs were checking in guests. Guests check ins allows the hotel to continue with their other bookings and allows housekeeping department to clean the room, when customers have checked out, for other guests to arrive. 
Reservations: Reservations will be another good role for me in the hotel (Wood, 2013). Reservations are made upon booking whether that is online or through a phone call. Everyone can check in after 2pm at the Ibis Shipley Hotel. If a  room is available on the date given, by guests, it can be set aside for them. 
Administrative duties: These will be other duties for me in the hotel (Vallen et al, 2014). The receptionist duties is to ensure rooms are allocated to guests and the hotel is making a profit. Also listening to the needs of guests, what they may require in the room and giving information such as, getting their registration number down in order to not receive a parking fine. As a Receptionist I found administrative role very important. 
[image: ibis Bradford Shipley Hotel | Bradford ...]
Figure: Ibis Shipley Hotel - F&B (Fallon et al, 2010)
[bookmark: _Toc200666360]Leadership:
Delegation 
In the department of Reception and Housekeeping in the hotel “Ibis Shipley Hotel - F&B”, leadership was great (Tewan, 2009). I found that every leader and manager was so much cooperative with us. 
Decision-making 
Also, I found that the leaders of this hotel were giving perfect direction to us. I have experience working in Reception and Housekeeping. I saw how fast the decision of the hotel was made and how important the decision was. 
[bookmark: _Toc200666361]
Impact on Efficiency:
Communication 
I witnessed that communication skills improved my efficiency which was better for me in many cases. I found that there was a communication gap in the hotel management and as a Reception and Housekeeping, I witnessed these things. 
Leadership 
I have found the leaders of this hotel were very helpful in improving the efficiency of the hotel. I also noticed that the leader was so much dedicated to the hotel management. 
Problem-solving 
I have seen the problem-solving capability in the department leaders which led to customer satisfaction. I carefully witnessed each departments communicate with one and another to ensure guests are settled into and out of  their rooms with ease. 
[bookmark: _Toc200666362]Challenges and Management:
Technical issues
I witnessed various types of technical issues in the hotel “Ibis Shipley Hotel - F&B”. Most of the tools weren’t working there. I will recommend the hotel management to change every one of the faulty tools and replace them with a new and modern one which will make a huge difference to their hotel. 
Team coordination 
Team coordination was another faulty thing (Rughubalan, 2009). I noticed bad team management in the company. I found that nobody was listening to the team leads and they were working on their own which was so disturbing for the workplace. I think when problems arise each departments should inform each other sooner rater than later, to come up with a solution quickly. 
How I handled them
As working and gaining experience in the administrative side to the hotel, as a receptionist, I was able to communicate with other staffs to ensure customers receive the correct services they have paid for. 


[bookmark: _Toc200666363]Examples 
Communication 
When complaints were made, the receptionist will communicate with guests and the rest of the staffs to come with a solution. As a part of my placement, Communicate with the administrator to try come up with solutions that will benefit the team. 
Problem-solving
If there was a guest who needed toiletries, as they had none left in their rooms, we would work on it together to help inform housekeeping department. If a customer wanted to extend their stay, I would inform the receptionist to ensure customer satisfaction. 

[bookmark: _Toc200666364]Strengths and Weaknesses
Time management 
I have found that time management was one of my strengths over my time in the hotel. I will recommend the hotel management to change every one of the faulty tools and replace them with a new and modern one which will be more appropriate and less time consuming for the hotel.
Technical skills 
I was so poor in my technical skills which made me fall into vulnerable things. For example when it was just me at the reception desk and a guest would ask to extend their stay ins, I would have to inform the receptionist quickly, because I had no clue how to. 
[bookmark: _Toc200666365]Action Plan:
Training in PMS systems
Training in the PMS system can solve the problem of management in that hotel (Johnston et al, 2012). I will play my role safely in there.
Improving leadership 
I have observed that “Ibis Shipley Hotel - F&B” should recruit some good leaders in their hotel. I have researched various literature reviews and I have found that strategic leaders can solve the issues of the management in the hotel.


[bookmark: _Toc200666366]Section 2: Discussion of Key Hotel Administration Issues
[bookmark: _Toc200666367]Chosen Issue: 
Workplace culture
I have found these issues in the hotel and I think the hotel management should change this culture as well. I think the workplace culture should be made like the modern hotel in the world which is so much cool.
[image: USA Luxury Hotels ...]
Figure: Workplace culture of hotel (ASET, 2017)
[bookmark: _Toc200666368]Literature Review
A positive workplace culture is one that is built on meaningful work, open communication, and core values (Johnston et al, 2012). I have read the management issues of “Ibis Shipley Hotel - F&B” which will be very helpful in the future of the company. 
[bookmark: _Toc200666369]Practical Application
As I was in the Reception and Housekeeping of the hotel “Ibis Shipley Hotel”, I found that the hotel had old furniture in the waiting area, making it look a bit outdated. So, I think furniture should be changed as soon as possible as there are many competitors in the market. 
[bookmark: _Toc200666370]Link to Module:
Personnel Resourcing & Development- This is one of the relevant courses in the module (Hagg, 2013). I have read that there were various types of hotel management things in that module which can seriously help me to get out of this current issue. 


[bookmark: _Toc200666371]Section 3: Future Trends in Hotel Administration
[bookmark: _Toc200666372]Emerging Trends:
Discuss AI in hotel management
AI has influence in all the business sectors including this hotel management sector (Fallon et al, 2010). I have found that if this hotel “Ibis Shipley Hotel - F&B” can AI in every sector, this will dominate in the future. 
[image: AI in Hospitality: Use Cases, Benefits ...]
Figure: AI in hotel management (Vallen et al, 2014)
Changing consumer expectations
The consumer comes to the hotel with various types of expectations and the hotel management should meet every type of expectation (Casado, 2012). I will recommend to the hotel advisor to implement such types of things to change the experience of the hotel. 
Technological advancements in administrative tasks
This hotel should use innovative tools and apps in the admin tasks of the hotel and this will particularly solve various types of problems of the hotel (Bardi, 2010). I found that technology and tools like AI and database management can be helpful in this regard. 


[bookmark: _Toc200666373]Impact on the Department:
Various technical implementations will make a revolution in the hotel (ASET, 2017). I have found that this will affect the department in many ways. I have studied that various types of new consumers will be attracted to the hotel which will make the hotel economy stronger. 
[bookmark: _Toc200666374]Literature Review:
I have studied various sources and found future technology of the hotel will be dependent on AI and modern technologies. I will suggest this hotel be more conscious of this so that this hotel can be one of the best hotels in the UK. 


[bookmark: _Toc200666375]Conclusion
I found that working in the administrative sector allowed me to build up my confidence but with the staffs, there was a communication gap in the hotel management. To improve, further teamwork would be needed in order to continue carrying out a successful hotel business. 
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