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As part of the second semester for Level 6 International Hotel Management, I have been undertaking a placement at the Double Tree by Hilton hotel in Dartford Bridge. So far, I have had some experience working in the hotel administration department whilst at placement.
I have had experience working at the front desk at the Double Tree by Hilton hotel Dartford Bridge. I first watched my colleagues and observed their interactions with guests. I observed my colleagues being friendly, courteous, and helpful to guests during the check in and out process. At the front desk, guests also often come down from their rooms to request other ad hoc items and assistance. My colleagues were always ready and available to help. I really admired this and took note so that I could also relate to guests the same way during my own interactions with them at the front desk.  
When admitting guests for breakfast, I ask them for their room number and name and check this against a list which is updated regularly and printed. This list indicates whether breakfast has been included for a particular room and for how many guests. This list may be more effective if it was online which shows staff an updated list. Shin et al. (2019) discusses how front desk staff can be more productive in their responsibilities when they use new and updated front desk technologies. Melián-González & Bulchand-Gidumal (2016) also debates the connection between information technology and hotel performance. Guests are also able to add breakfast anytime for a fee of £18.95 per person however children below 12 years of age eat for free. 
[bookmark: _Hlk129209287]Some guests do not have to pay for breakfast as part of a membership scheme. There are 2 types of membership; the gold membership and the diamond membership. These guests are regular customers at the Double Tree by Hilton hotel and are able to take advantage of this benefit. On the morning breakfast list, they will have been indicated as ‘paid’ for customers. Guests who are not staying at the Double Tree by Hilton hotel Dartford Bridge can also pay and enjoy a breakfast at the hotel. Hilton Honors members are also able to check in digitally. Hotel administration staff can make use of social media and mobile apps to make the pre-arrival experience a pleasant occasion for guests. All hotels should consider ways in which they can improve the pre-arrival experience (Vallen & Vallen., 2009).
During my time at the front desk, I have encountered several experiences. Most experiences were pleasant and positive however very rarely, some experiences were not. An example of a more positive experience was when I had to deal with a group of guests who had travelled from a far distance and required a couple of crates of water to be delivered to their room. I was more than happy to assist with this and made sure that this was delivered in a timely manner, especially considering that they had travelled from so far away. I was later told that I had received two positive reviews which I was very delighted to hear. An example of an unpleasant experience was when I had to let a couple of guests know that they were not allowed to eat breakfast in their pyjamas. When I had previously observed my colleagues, I witnessed them telling other guests this rule and the guests were happy to change clothes and return to breakfast dressed more appropriately. On this occasion unfortunately, the guests seemed to be offended by this policy and swore at me on their way back to their rooms. I made sure to remain positive and courteous and apologised for any inconvenience caused. As part of my online induction training, I was taken through many scenarios of how to diffuse situations when tensions may be running high. I was grateful to be able to draw on the knowledge from this training to ensure that this situation did not escalate further. Kim (2011) argues that empowering hotel front desk staff is crucial for the hospitality sector because the front desk is a guest's first and last point of contact during their stay. If every visitor complaint or issue required a manager's attention, this would delay entire processes and give guests a very poor impression of front desk operations and services. Employee empowerment is a well-known strategy for keeping staff, increasing productivity, and improving customer service (Sturman et al., 2011).
The Double Tree by Hilton hotel Dartford Bridge offers a range of facilities for meetings and business events (Double Tree by Hilton Dartford Bridge, n.d.). According to a statistical analysis, business travellers were most interested in the tangible qualities of housekeeping (such as the comfort and amenities of the guest room) and the intangible qualities of the front desk, such as the willingness to provide service and the speed at which guests could check in (Gundersen et al., 1996). In this specific area, there is a meeting team on hand to assist with any administration, technical and organisational matters. I am yet to have experience in this area of the hotel administration team but I have witnessed and made note of several observations. The Double Tree by Hilton hotel Dartford Bridge offers seven meeting and event venues which can accommodate gatherings of various sizes. The meeting team assists with reserving hotel rooms for guests (where attendees are able to pay for their rooms later), event hosting and the creation of an attendee website so guests can book their rooms. The team also assists with the administration of booking and organising drinks and catering—usually provided by the hotel restaurant, Cask & Thames Bar and Restaurant. Conferences for business guests also usually require administration tasks such as office and secretarial services (Joseph, 2000).
I have not had much experience of working in the hotel administration department as I have had in other departments such as food and beverages and guest services. I hope to be able to continue to gain more experience during the remainder of my placement. I have however observed several details regarding the hotel administration department. A management issue that I would highlight in managing hotel administration services at Double Tree by Hilton Dartford Bridge would be that perhaps there could be better efforts to encourage guests to make bookings directly with the hotel administration team. Hotels have been working hard to persuade visitors to book rooms directly on hotel-operated websites rather than on websites run by third parties (Park et al., 2019). Hotels benefit from this tactic since it allows customers to conduct purchases by browsing only their website. The cost of distribution can be reduced by bypassing third-party firms and primarily using direct distribution channels (Morosan & Jeong, 2008). Singala et al. (2001) examines the possible strategic value of managing reservations in the future. Hotel owners must recognise alternative techniques for attaining competitive advantage and comprehend how technology alters the "rules of the game". Whilst Jayawardena et al. (2013) discusses how innovation is crucial to the success of any hotel. It is clear the this is something that Double Tree by Hilton Dartford Bridge needs to consider.
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