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Introduction
During my placement at Belvilla Modern Crewe City Centre, I had practical training on the Front Office and Sales sections. This enabled me to experience crucial administrative activities including, admitting guests, responding to inquiries and organising various sales efforts. Primarily, I aimed to improve my knowledge regarding hotel administration focusing on such competencies relative to communication, team work and task organisation and assess how such competencies are beneficial in providing quality customer services as well as improving operation efficiency. To guide my reflection, I applied Gibbs’ Reflective Cycle, which is structured into six stages: indicate that it comprises description, feelings, evaluation, analysis, conclusion and so on, suggested by Gibbs (1988).
Reflection on Experience and Personal Development
For the period I was undergoing my placement, I was expected to cover the Front Office assisting guest services and sales coordination. At first, I received more pressure due to the speed of work and many tasks that should be done at a time, for example, during a high occupancy rush hour. Though at this stage I could have felt they were interfering with my work, I learned to handle guest questions and even organising myself with other members of the team with the help of my supervisor. This was due to the structured format in Gibbs’ model that allowed me to systematically assess the given experience (Gibbs, 1988).
This made me understand that communication is key in the achievement of organisation’s goal of satisfying the guest. Besides, the application of effective communication encouraged the development of a positive internal and external organisational relationship with the guests (Fallon and Rutherford, 2010). For instance, in one period when the check-in was inbound, I also noticed how my supervisor employed active listening techniques and brief responses that she provided on a guest complaint meant that I intended to replicate.
For the period I was undergoing my placement, I was expected to cover the Front Office assisting guest services and sales coordination. At first, I received more pressure due to the speed of work and many tasks that should be done at a time, for example, during a high occupancy rush hour. Though at this stage I could have felt they were interfering with my work, I learned to handle guest questions and even organising myself with other members of the team with the help of my supervisor. This was due to the structured format in Gibbs’ model that allowed me to systematically assess the given experience.
One of the major issues observed regarding work management at the early stage of the placement was task management. Management of business processes meant that important business as attending to guests’ complaints had to be given priority while less strategic tasks were assigned. On this aspect, I have noted that I have developed some ease in handling multiple tasks by the end of the placement though I think that this area remains whole for more improvements.
From these, about communication and teamwork, I learned a lot, however, about multitasking, I inferred that i needed to have a lot of improvement. This understanding formed the basis of my action plan whereby, it is the intention to practice multitasking by role playing and seeking feedback in subsequent affiliations to correct the approach.
Critical Analysis of Work-Based Skills and Technical Knowledge
The placement provided opportunities to learn and assess most of the soft skills at work namely interpersonal skills, team working skills, and time management skills. These skills are a gateway to the right administration of hotels since they reflect the quality of service and organizational efficiency. Communication, as the dissemination and receiving of information, was deemed relevant for both the relations with customers and the internal cooperation. Understanding this necessity, I managed to discover the values associated with guest interactions such as active listening and precise and concise replies to questions asked (Bardi, 2010). This was most evident during the time there was a lot of business because timely communication facilitated the management of guest expectations and fixing problems. For instance, when a guest complained about the room they were provided with, I was able to active listen to the guest fully and convey the same to my supervisor to ensure the matter was dealt with in the shortest time possible.
Cooperation became one of the primary concerns of how the organization would sustain its order. While working in Front Office and Sales departments, the importance of cooperation in terms of receiving increased number of calls and coping with various issues. When interacting with the sales team, I realized that the bookings themselves are tools that shape the total guest experience (Johnston, Clark, and Shulver, 2012). For example, to change a schedule, a conflict had to be discussed and both teams had to cooperate for there not to be a gap in service delivery.
Time management was another common aspect discussed during my placement period and entailed assignment of specific tasks in order to their severity (Hagg, 2013). First, it took me some time to identify the right approach to managing the needs of a guest while performing organizational responsibilities. However, as a result of the adoption of my supervisor categorization of tasks, I was able to enhance my productivity. However, with these gains, I understand that I need to do more exercising to be sure that I can handle pressure when it comes. These skills are useful in day to day running of hotels and throughout the working life span of a hotel administrator. Performing and analyzing the competencies made me appreciate their application as well as their relationship with other areas in hospitality management.
Reflection on Organisational Issues
Staffing was another organisational issue that I faced during my planning placement particularly during rush hour. This particular problem has affected directly both the Front Office and Sales departments and is especially evident in guest’s check-ins and the general response to any questions. Minimizing the employees’ working overlap during arrays of busy times was causing additional stress and occasionally lower standards of service (Fallon and Rutherford, 2010). A shortage of staff highlighted the need to accommodate the concerns of guests while maintaining the welfare of the employees. For example, I noted how a lack of personnel during peak-check-in time resulted in guests’ dissatisfaction and increased stress on the Front Desk employees. This situation called for efficient management of resources and human resource in particular. In regard to staffing, I have three recommendations. First, making employees versatile and crossing from one department to another would result in a flexible staff whereby Sales employees would check in for Front Desk during rush times (Vallen and Vallen, 2014). Second, placing order can be made using the same demand forecasting tools to closely match the schedules for the necessary coverage during the peak times (Johnston, Clark, and Shulver, 2012). Last but not the least; the self-check-in kiosks would help distribute work at the Front Desk by completing regular operational duties automatically. Based on resource management theories like lean staffing, these strategies may potentially better the company’s efficiency, amplify hospitality guests’ satisfaction and foster the health of its human capital.
Conclusion and Action Plan
From this viewpoint, my placement at Belvilla Modern Crewe City Centre has provided me with the understanding of the administrative function in a hotel business and hospitality industry in general, with focus on the organisation of the key factors contributing to the organisational performance and overall service delivery. Attempting to solve staffing shortages and finding real solutions was useful in my problem-solving skills. It also provided the areas that if need to be improved, mainly in the capability to work with several duties and to manage pressure. For the improvement, I will also try to implement the multitasking and request the feedbacks. Also, I plan to extend the knowledge of the management of resources and consider the application of technology. In conclusion, this placement augmented my ability set and developed my dreams related to hotel administration.
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