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Overview of the Hotel’s Administrative Operation

The administrative operations of a hotel are essential in ensuring seamless guest experiences, efficient staff coordination, and overall business success. The Front Office Department serves as the central hub for guest interactions, managing check-ins, check-outs, reservations, billing, and handling guest inquiries or complaints. The department also communicate closely with housekeeping, sales, and management to optimize occupancy rates and maintain service standards. Supervisory roles within this department require a balance of technical expertise, problem-solving skills, and leadership capabilities to oversee daily operations and address unforeseen challenges effectively. ( Bardy 2010) This learning log reflects on my experience shadowing a supervisory role within the Front Office Department, using Gibbs' Reflective Cycle (1988) to structure the reflection.

Learning Objectives 

· Gain firsthand experience in supervisory responsibilities within hotel administration.
· Develop an understanding of work-based skills and technical knowledge necessary for effective hotel operations.
· Enhance communication, teamwork, and task management abilities in a dynamic hospitality setting.
· Analyse challenges within the Front Office Department and propose viable solutions for operational improvement.
· Reflect on personal and professional growth to inform future practice in hospitality.


Step 1: Description

During my placement, I shadowed a Front Office Supervisor (Vera) to gain insights into the responsibilities of a leadership role within hotel administration. The supervisor was responsible for guest relations, coordinating team tasks, managing reservations, and overseeing check-in and check-out procedures.

I experienced many challenging moments during my placement. One of them when a hotel guest requested early check in, however the room was not ready on his arrival. This experience exposed me to the complexities of managing customer dissatisfaction and internal communication lapses. Additionally, I observed how the supervisor managed daily administrative tasks such as processing invoices, handling guest complaints, and ensuring smooth coordination with other departments such as housekeeping and sales.

Throughout the placement, I learned about the importance of balancing guest satisfaction with business efficiency. Handling guests' special requests, managing front office team shifts, and ensuring the smooth operation of software were crucial aspects of daily responsibilities. (Johnston et al. 2012)

Step 2: Feelings

At the beginning, I felt overwhelmed and uncertain about handling high-pressure situations like guest complaints. However, observing how the supervisor remained calm and solution-oriented helped me develop confidence in managing conflicts. I  also found it challenging to use software that I had never used before. The unfamiliar interface and features made me feel uncertain, and I was really afraid of making mistakes. I worried that I might accidentally do something wrong or struggle to complete tasks efficiently. However, as I spent more time exploring and learning, I gradually became more comfortable and gained confidence in using the software. As I adapted, I started to appreciate the importance of leadership, teamwork, and quick decision-making in a dynamic hospitality environment.
At first, the fast-paced nature of the front office made me anxious. The need to communicate efficiently with multiple departments, while ensuring guest satisfaction, required multitasking and confidence. I also felt uncertain when dealing with difficult guests, fearing that my lack of experience would make it hard to resolve issues effectively. However, with time, I developed a sense of resilience and found that active listening, patience, and professionalism could de-escalate most situations.

At the moment I am nearly end of my placement, I feel more competent and assured in handling front office operations, understanding that success in hotel administration requires both technical expertise and interpersonal skills.

Step 3: Evaluation

Things I could benefit from during my placement:
· Effective Communication: The supervisor’s ability to liaise with housekeeping, reservations, and guests ensured seamless operations.
· Team Collaboration: Delegation and teamwork played a crucial role in maintaining service quality.
· Technical Proficiency: Exposure to Property Management Systems (PMS) improved my understanding of hotel administration software.
· Decision-Making and Problem-Solving: Observing how the supervisor managed conflicts and last-minute changes strengthened my ability to think critically under pressure. (Vallen and Valen 2014)

Challenges:
· Miscommunication issues, which created guest dissatisfaction.
· High-pressure decision-making, requiring swift conflict resolution skills.
· Handling guest complaints, which required diplomatic communication skills.

The main issue during my experience I think it was the difficulty in coordinating with housekeeping during peak check-in hours. Guests often expected their rooms to be ready upon arrival, but delays in housekeeping led to frustration. This highlighted the need for better interdepartmental communication and proactive planning.

Step 4: Analysis

The placement highlighted the significance of work-based skills and technical knowledge in managing hotel administration effectively:
· Guest Service Excellence: The ability to handle guest expectations with empathy and adaptability was crucial (Lashley  2018).
· System Knowledge: Familiarity with PMS systems is vital for efficient reservations and revenue management (O'Fallon & Rutherford 2011).

· Conflict Resolution: Effective handling of guest complaints aligns with the GAPS Model of Service Quality (Parasuraman et al. 1985).
· Time Management: Being able to handle multiple guest inquiries while overseeing administrative tasks required strong time management skills.

Through this analysis, I realized that technical knowledge alone is insufficient, strong interpersonal skills are equally important in creating a seamless guest experience.

Step 5: Conclusion

Reflecting on this experience, I have gained a deeper appreciation for the role of supervisors in maintaining service quality and operational efficiency. While I first struggled with managing stressful situations, exposure to real-life challenges, it strengthened my ability to remain professional and proactive. (Fluent life 2024)

Areas for improvement include:

· Further training in technical hotel software to enhance efficiency.
· Developing confidence in leadership through mentoring and experience.
· Strengthening problem-solving skills through more practical exposure.

This placement reassured my interest in practising a leadership role within the hospitality industry and highlighted the importance of continuous learning.

Step 6: Action Plan

To improve my competency, I will:

· Pursue Additional PMS Training: Enrol in a hospitality systems course to strengthen my technical skills (Law et al. 2014).
· Attend Leadership Workshops: Build leadership confidence through structured training (Goleman, 1998).

· Enhance Conflict Resolution Skills: Engage in role-play exercises and case studies (Lewin 1951).
· Seek Mentorship: Learn from industry professionals to refine my management approach (Kotter 1996).
· Gain Additional Practical Experience: I will look for part-time work in a hotel’s front office to further develop my skills.

Overall, I truly enjoyed my placement and feel proud of myself for overcoming many challenges throughout the experience. I am also grateful for the opportunity to gain a deeper understanding of the front desk supervisor role.
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