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	RESEARCH 
	For this assessment, you can use Generative AI to support you in research, including searching for bibliography, using tools to summarise, compare and interrogate materials. 
	Yes ☒ 
No ☐ 

	STRUCTURE 
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts and headings, etc. 
	Yes ☒ 
No ☐ 
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	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including rephrasing of your own work within specific standards. 
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	For this assessment, you can use Generative AI to create text for submission. 
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	For this assessment, you can use Generative AI to create creative materials, such as images. 
	Yes ☐ 
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	For this assessment, you can use Generative AI to create and check code. 
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	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading support and creative support. 
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[bookmark: _Toc200823510]Introduction 
Managing hotel administration refers to overseeing the administrative tasks of a hotel. To run a hotel efficiently and effectively, administrative tasks such as front office management, housekeeping, finance, human resources, procurement, and guest relations need to be planned, organised, and controlled aligning with the hotel’s objectives and goals (Bardi, 2011). I recently completed a 10-week placement at Holiday Inn Sunderland. I worked at the front office of the hotel. In this administrative area, I had the following objectives to achieve:
· To gain effective guest communication skills and service skills.
· To learn to manage the PMS and CRM systems of the hotel.
· To develop coordination skills so that I can collaborate with other departments such as housekeeping and maintenance staying at the front desk.
[bookmark: _Toc200823511]Section 1: Role Reflection 
I will use Gibbs’ reflective model to reflect on my experiences in the administrative area of the hotel (The University of Edinburgh, 2024). It was a 10-week placement at the hotel where I had to take on different roles and responsibilities. I worked at the front desk of the hotel to perform the administrative tasks in the department. My key tasks were to welcome guests and register their information upon check-in and checkout. I had to liaise with other departments such as housekeeping, maintenance, and the F&B department to serve the guests and meet their expectations. Initially, I was hesitant to do the duty at the front desk. I was nervous to interact with a diverse group of people at the counter. These administrative tasks required me to continuously engage with the guests and staff. Slowly I adapted myself to the fast-paced and challenging environment by focusing on my communication skills. Now I am confident and motivated to serve the guests from the front desk of the hotel. My experiences at the front desk have both positive and negative sides. I can recall a positive experience in which a guest made some requests for parking his cars on a rush weekend. It was challenging for me to keep his request as the hotel was already booked with many guests and the parking area was packed with guest cars. I paid attention to the details of the guest's requests and communicated with the supervisor whether we could keep the guest's request on time. I received positive feedback from the guest as he got the requested service upon arrival. This example highlights the importance of a structured task management practice that can facilitate employees multitasking (Bardi, 2011). In another example, I had a negative experience where I had an issue with the hotel’s PMS. At first, I could not operate it properly and it caused a delay in guest check-in. Consequently, the guests could be dissatisfied with the issue. However, I could overcome the challenge with my work-based skills. Emotional intelligence, active listening skills, and communication skills helped me address guest confusion and handle the situation (Aset, 2017). 
The operations manager at the front office played a leadership role. He was responsible for assigning employees tasks and providing clear guidelines and procedures to operate various systems in the hotel. I noticed that he continuously communicated with HR to ensure that we got the necessary training and that the workplace had an adequate number of staff to manage the tasks. He influenced us to have a vision of high service standards and guest satisfaction. The employees became committed to the organisation and they were highly motivated. His leadership style can be related to transformational leadership style (Fayed and Fathy, 2022).  Under the leadership, staff felt empowered and the performance at the front office increased significantly which was evident from positive guest feedback. My biggest strength in the workplace setting was my adaptability skills. I could learn PMS and other systems quickly. My biggest weakness was limited knowledge about the local culture and practices. 
In conclusion, I could effectively perform my role at the front office of the hotel. However, I need to increase my knowledge about organisational culture and practices. I should also improve my knowledge about industry best practices in the hotel’s administrative tasks. I plan to take feedback from my colleagues and guests to identify my key weaknesses. Then I will participate in the professional development programme. I can also practice role-play in different scenarios within the organisation. 
[bookmark: _Toc200823512]Section 2: Discussion of a Key Hotel Administration Issue – Staff Training
Throughout my work experiences in the hotel’s administrative area, I identified one critical issue. It was related to staff training and development at the front desk. The hotel has a high employee turnover rate at the front office. New staff does not have adequate understanding about the fast-paced environment of the hotel and they struggle to interact with guests and coordinate with other departments to address any guest issues. Without offering them adequate training, the front office management can not eliminate inefficiencies in the hotel operations (Bardi, 2011). Front office employees engaged with the guests directly. They shape their perception of the hotel. Hence, guest satisfaction is largely dependent on their performance. The personal Resourcing & Development module covers how training improves service quality and the way employees should be trained to address the skill gaps. In the front office, employees require a clear understanding of operational procedures and soft skills (Baum and Devine, 2007). They should know how digital tools are operated and they should have active listening skills and problem-solving abilities to address guest complaints and feedback. Organisations can not offer comprehensive training to employees because of the higher employee turnover rate at the front office. Staff shortages and workloads can cause higher stress among employees (Djajasinga et al., 2021). To improve their performance, the management may consider an on-the-job training approach. It is a form of mentorship in which supervisors will guide them in a structured way. To ensure service quality and maintain the hotel’s standards, all employees at the front office should receive training based on specific checklists. The checklists are key abilities and knowledge that all staff must have to provide enhanced guest services (Huang and Baker, 2021). 
[bookmark: _Toc200823513]Section 3: Future Trends in Hotel Administration
The recent technological advancement has shaped future trends in hotel administration. Guests expect to have AI and machine learning technologies at the front desk because the technologies can streamline the operations increasing the efficiency of the work. Predictive analytics are used to forecast booking trends, chatbots can provide 24/7 customer services responding to customer queries. Many routine tasks will be automated such as check-in and checkout (Yang, Henthorne and George, 2019). The use of AI technologies may make human roles redundant at the front office. Human employees can handle other administrative areas where creativity and innovation are required. Robot technologies, particularly service robots, will take the guest service role. These robots can efficiently serve the guests if they are instructed and maintained properly (Gonzalez-Aguirre et al., 2021). Guests want personalised services. Big data analytics can process large volumes of personal data to identify what a particular guest might want during their stay at the hotel (Zarezadeh, Rastegar and Xiang, 2022). Another important trend is sustainability and ESG in the hospitality industry. Customers in the UK have become more aware of the negative impacts of hotel operations on the environment such as carbon emissions, and irresponsible consumption of natural resources. Hotel businesses have social, political, and legal pressures to adopt sustainable practices in hotel operations (Muir, 2025). Holiday Inn Sunderland already adopted some sustainability initiatives. The hotel needs to train its employees to adapt to the trends and manage change to achieve a competitive advantage in the long term. 
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The placement opportunity enabled me to engage with a diverse group of people, positively interact with them, and provide better services. I have learned to operate PMS, CRM, and other hotel management systems. The technical knowledge will be crucial for my future employment. I have also attained leadership skills such as coordinating with other teams to achieve the goals and objectives of my role and responsibilities.
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