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Introduction
During my Level 6 hotel placement at Moxy London Stratford, I was assigned most of the time to the Hotel Administration Department, primarily shadowing the Assistant Manager. The department oversees key back-of-house functions, including credit card (CC) reconciliations, handling guest and supplier emails, internal communications, event coordination, staff scheduling, and reporting. This was my first comprehensive exposure to a hotel's administrative core.
At the start of the placement, I outlined three learning objectives:
1. Understand the operational procedures behind hotel administration and financial reporting.
2. Gain confidence using hotel Property Management Systems (PMS) and other administrative tools.
3. Improve communication skills within cross-departmental teams.
To critically analyse my learning, I have adopted Gibbs' Reflective Cycle (1988), which includes six stages: description, feelings, evaluation, analysis, conclusion, and action plan. This structure helped me reflect deeply on challenges, learning points, and areas for growth.


Section 1: Role Reflection
Description & Feelings
My primary role included assisting the Assistant Manager with tasks such as reconciling credit cards, handling guest complaints via email, and organising internal events. I also updated back-office records and communicated with other departments such as front desk and housekeeping. Initially, I felt overwhelmed due to the technical nature of some tools and the speed at which tasks had to be executed, especially during high-occupancy periods.
Evaluation & Analysis
One critical skill was the use of Opera PMS and Excel-based reporting. These systems required precision and attention to detail. For example, reconciling guest CC payments across various platforms involved cross-referencing data, identifying discrepancies, and ensuring records matched system entries—a process where I noticed how crucial administrative consistency is for smooth financial operations (Bardi, 2010).
Leadership within the department was both directive and supportive. The Assistant Manager used a democratic leadership style (Mullins, 2016), often involving me in decision-making, particularly in event planning. However, during high-pressure periods, she adopted an autocratic approach to expedite critical decisions, which aligns with contingency leadership theories (Fiedler, 1967).
One key moment was helping organise a small corporate meeting. I coordinated with F&B and front desk, arranged room layouts, and ensured billing accuracy. My communication with multiple departments tested my organisational and interpersonal skills, especially when resolving a late dietary request. Here, I learned that emotional intelligence and cross-functional teamwork are essential (Johnston et al., 2012).
Another challenge involved an error in a group reservation's billing. I worked with the Assistant Manager and front desk to correct the PMS entry. Although stressful, I improved my understanding of transactional flows within the system and realised the importance of internal audit practices in hotel admin (QAA, 2018).
Strengths and Weaknesses
I consider my strengths to be adaptability, curiosity, and willingness to learn quickly. However, I struggled with prioritisation when multiple tasks overlapped and occasionally missed follow-ups due to inexperience in managing time-sensitive communications. I also needed more training on using advanced functions of administrative software.
Action Plan
To improve, I plan to:
1. Undertake Opera PMS training online.
2. Learn more about excel.
3. Seek feedback regularly from supervisors to evaluate progress.
4. Read more academic literature on hotel administrative strategies.
Section 2: Discussion of Key Hotel Administration Issues
One key administrative issue I observed at Moxy London Stratford was interdepartmental communication, particularly between front desk and administration. This gap often led to delays in processing guest refunds or disputes. For example, discrepancies in payment authorisations were sometimes communicated late, affecting customer service and financial records.
According to Fallon and Rutherford (2010), effective communication structures are essential in hospitality settings where services are delivered across departments. Miscommunication can lead to revenue leakage and reputational damage. My experience aligns with their findings: internal messages were often passed verbally or via email without structured follow-up, which contradicts best practices.
This issue can be critically linked to the Management and Organisational Behaviour module from Level 5, particularly the topic of organisational silos and coordination theory (Mintzberg, 1993). Departments operating in isolation often produce friction, which I witnessed firsthand. When I proposed a shared log for front desk-admin interactions, it helped reduce repeat emails and improved visibility of pending tasks. This small intervention demonstrated how administrative systems can directly impact service quality.
Academic research by Ghosh (2020) highlights that implementing collaborative platforms like Microsoft Teams can bridge communication gaps and streamline workflow in hospitality businesses. Though Moxy uses Microsoft Outlook, there is room to improve through system integration.
Section 3: Future Trends in Hotel Administration
The hospitality sector is evolving rapidly, particularly through AI-driven automation and real-time analytics in administrative operations. During my placement, I noted that while some functions (e.g. inventory) were semi-automated, other tasks like CC reconciliation remained manual and error prone.
According to The Caterer (2023), the adoption of AI tools in hotel administration is expected to reduce repetitive workload, improve forecasting accuracy, and enhance guest personalisation. For instance, AI chatbots can manage common guest queries, freeing up time for staff to focus on complex issues.
This has direct implications for administrative roles. If I return to Moxy in the future, I anticipate that roles may shift from operational execution to system oversight and exception management. As argued by Vallen and Vallen (2014), future hospitality professionals must be digitally literate and adapt to hybrid roles that combine technology management with guest service.
Moreover, the integration of CRM and PMS tools will play a significant role in offering personalised guest experiences. As consumer expectations evolve, hotels must leverage guest data ethically to customise offers, improve loyalty, and respond to preferences dynamically (Wood, 2013).
I believe embracing these changes will be essential for my long-term career. Hence, I intend to build competencies in data analysis, system automation, and customer relationship technologies.















Conclusion
Reflecting on my placement using Gibbs' Reflective Cycle helped me recognise both the complexity and the critical importance of the hotel administration department. My learning objectives were largely achieved: I gained hands-on experience with systems, developed problem-solving skills, and understood the impact of efficient communication on operations.
Despite initial difficulties, I became more confident in managing multi-departmental workflows and using software tools. I also identified areas for development such as prioritisation and system automation. Looking ahead, I aim to embrace continuous learning and adapt to technological advancements shaping the future of hotel management.
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