
MANAGING HOTEL ADMINISTRATION





Student name: Alice Catalina Gheorghe
Student id: 2128521
Module: BMIH6004
Module Lead: Lisa Bassler


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. 













Reflection on Organizational Issues
During my placement at Ashford International Hotel & Spa, one key organizational issue I encountered was staff shortages, which had a significant impact on service performance and guest satisfaction. As Ashford International Hotel & Spa is known as selling Luxury it should provide its guests with the best services that will meet their needs. Nevertheless, due to a lack of experienced human resource in the food and beverage sector, applying those high standards was a concern, especially during busy time. This reflection is going to discuss on what are the causes and effects of this problem and, on the basis of the major management theories, provide recommendations of solutions.
[bookmark: _Toc179226095]Identifying the Organizational Issue: Staff Shortages
The hospitality industry often faces fluctuations in staffing levels due to various factors such as seasonal demand, employee turnover, and, more recently, global issues like the COVID-19 pandemic. The lack of human resources was noticeable at Ashford International Hotel & Spa when I was there on my placement, especially at the food and beverage section. At some point, there was inadequate staffing of servers or kitchen personnel that would have been required for a fully booked dining service (Walker 2021). This led to strain on the existing working force to perform several operations at once an aspect that pulled down service delivery and built-up stress in the teams.
This problem stems from the fact that organizations in the hospitality industry record relatively high turnover rates. It is common for many employees to have a perception that the food and beverages services are short-term positions hence constant staff turnover. Additionally, the training process for new hires in a luxury setting like Claridge’s is rigorous, meaning that even when new employees were brought in, it took time before they were fully equipped to handle the demands of the job.
[bookmark: _Toc179226096]Impact on Service Performance and Guest Satisfaction
Staff shortage was a challenge that affected the service delivery point most, especially in terms of performance. However, since limited servers were waiting on the guests, it was evident that it could sometimes take longer to be served at the restaurants. On one evening, a large group of high-profile guests had to wait longer than usual for their orders to be taken and served. The delays were not the result of negligence but because there were hardly adequate personnel to cater for the floor, adequately. This caused a bad effect on other guests; who also required the services of the hotel’s workers and had to endure the slow service brought about by too many requests.
The effect on guests' satisfaction levels was immediate. Whenever customers relate to a certain touch, a standard, in a luxurious place like a hotel, this is violated then the feeling that the guest has differs from what was expected During my placement, I observed several instances where guests expressed frustration at the slower service. Some made direct complaints, while others simply displayed signs of dissatisfaction through body language or remarks to the staff.
Apart from that, another problem arising from the shortage of staff is staff morale. Organizations with fewer numbers of persons in a team made the existing staff work extra hard, meaning that employees in various teams were forced to perform more duties than their core responsibilities (Katzenbach and Smith 2019). This led to the possibility of errors for instance; in mix ups of orders, and sometimes guests’ special orders are not relayed properly to the kitchen. As a result, the overall guest experience suffered, which is particularly concerning in a high-end setting like Ashford International Hotel & Spa, where attention to detail and personalization are key to guest satisfaction. I also realized that some of the highly motivated workers were unable to cope with the workload during busy hours thus, they sometimes compromised the organization’s quality services.
[bookmark: _Toc179226097]Analyzing the Causes
First, as mentioned earlier, the high turnover rate in the hospitality industry is a common issue, particularly in food and beverage services (Ghani et al. 2022). Most of the employees view these positions more as a ladder to climb through rather than a career path thus contributing to high turnovers. This is made worse by the fact that most luxury hotels such as Ashford International Hotel & Spa have strict service requirements that demand a lot of time before a new employee can be assimilated into the force.
Another contributing factor was the lack of contingency planning for staffing shortages. Like in most hotels, times come when there is a shortage of staff perhaps due to seasonality or special occasions and events and from the look of it, there was a lapse in the Food and Beverage department’s strategic planning for this issue. For example, it has been noted that in several cases the company did not have a backup staff for those members of the team who were too sick to come to work or were simply absent. This lack of a planning and envisioning department put more burden on the existing employees and staff and was a key factor in the slow services being provided.
[bookmark: _Toc179226098]Practical Solutions Based on Observations
When coming to the question of staff shortage, its effects on service quality and clients’ satisfaction, there are some recommendations for the organization. These solutions are informed by my observations during the placement and relevant management theories.
	Practical Solution
	Details
	Supporting Theory

	Improving Staff Training and Development
	Invest in continuous training focused on both technical and leadership skills. Implement cross-training so employees can cover multiple roles, especially in the food and beverage department. Training programs should not only focus on technical skills but also on leadership and decision-making.
	Situational Leadership Theory: Employees perform best when empowered to take on varied responsibilities based on the situation (Adamska-Chudzińska 2020).

	Enhanced Recruitment Strategies
	Implement proactive recruitment by offering career advancement opportunities and incentives for long-term employees. Partner with hospitality schools to create a pool of potential employees familiar with luxury hospitality standards.
	Recruitment Theory: Targeting long-term career candidates and offering career progression attracts skilled, dedicated employees.

	Creating a Contingency Staffing Plan
	Develop a contingency plan by maintaining a pool of part-time or on-call staff and collaborating with temporary staffing agencies to quickly fill staffing gaps. Ensure on-call staff undergo regular training to maintain service standards. In addition, leveraging temporary staffing agencies that specialize in hospitality services could be an effective way to quickly fill staffing gaps.
	Human Resource Planning Theory: Flexible workforce strategies help meet organizational staffing needs efficiently.

	Enhancing Staff Well-being and Morale
	Promote work-life balance through flexible scheduling and shorter shifts. Create recognition and reward programs to boost morale during difficult times. This helps reduce burnout and turnover while maintaining high service quality. 
	Maslow’s Hierarchy of Needs: Fulfilling psychological and self-actualization needs increases job satisfaction and retention.


Table 2: Solutions
Source: Created by author
[bookmark: _Toc179226099]Conclusion and Future Action Plan
[bookmark: _Toc179226100]Action Plan
	Action Plan
	Description

	Pursue further training in guest service management
	Deepen understanding of guest service protocols and enhance problem-solving abilities through additional training courses in hospitality management, with a focus on conflict resolution and service quality.

	Develop cross-functional skills
	Seek opportunities to work across different departments within hospitality, such as housekeeping or front office management, to gain a broader perspective on hotel operations and improve the ability to manage multiple aspects of guest services.

	Enhance leadership capabilities
	Focus on improving leadership skills by taking courses in leadership and team management. Seek mentorship from experienced leaders in the hospitality industry to better manage teams and handle high-pressure situations (Yang, Wang and Yang 2020).

	Stay updated on industry trends
	Keep up with the latest trends in luxury hospitality and guest services to adapt to changing guest expectations and incorporate new technologies that enhance service delivery.


Table 3: Action Plan
Source: Created by author
[bookmark: _Toc179226101]Conclusion
The placement at Ashford International Hotel & Spa has been a very rich and enhancing experience wherein I got exposure to the corporate world of hospitality and the challenges that happen in this field, especially in the Food and Beverage department. The most significant areas of understanding are organizational communication, leadership, plan scheduling, and professional knowledge. These work-based skills are essential in realizing a smooth operation as it relates to service delivery and guests’ satisfaction particularly where the business model is predicated on delivering personalized as well as quality services. This placement highlighted major lessons in the importance of preserving professionalism when listening to the complaints of guests and other operational challenges. I also gained an understanding of teamwork and how even under pressure; leadership can inspire staff to give their best. It served to remind that, apart from development skills, such as food hygiene knowledge, and service standards, required within such a luxury hotel brand, are also paramount.
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