                                                  
                                                                

                                                           Student Learning Log











Student name: Madalina Andreea Iordache
Student ID Number: 2119156
Managing Hotel Administration BMIH6004
Lecturer’s name: Daniel Payne








Leicester Marriott Hotel is a renowned establishment that offers exceptional hospitality services to its guests. In terms of administrative operations, the Front Office plays a crucial role in ensuring smooth and efficient hotel management. The Front Office team is responsible for various tasks, including guest check-ins and check-outs, handling reservations, managing inquiries and complaints, and providing excellent customer service (Marriott, 2024).

Leicester Marriott Hotel Front Office Administrative Role Learning Objectives:
• Understand hotel's administrative procedures and policies.
• Gain practical experience in handling front office tasks.
• Develop effective communication and interpersonal skills.
• Handle challenging situations and complaints professionally.
• Enhance problem-solving abilities.
• Familiarize with hotel's property management system and software.
• Understand the importance of teamwork and collaboration (Hospitalitycourses, 2024).


Shadowing a supervisory position in the Front Office department at the Leicester Marriott Hotel was a valuable experience that helped me understand the importance of work-related skills and technical knowledge in meeting and managing guest service expectations.


The shadowing experience provided an opportunity to observe and learn from a skilled supervisor who demonstrated expertise in handling guest service scenarios. This experience highlighted the importance of work-based skills such as effective communication, problem-solving, and conflict resolution in delivering exceptional guest service. The supervisor's proficiency in using the hotel's reservation system also highlighted the need for technical knowledge in managing front office operations (Andreev, 2022).

My previous industry experience, particularly in customer service roles, has honed my communication skills, emphasizing the value of active listening and empathy. My placement experience in the Front Office department provided practical exposure to teamwork and collaboration, emphasizing the importance of clear communication, mutual support, and shared goals in achieving optimal guest service.

My academic journey has complemented my understanding of task management and personal skills, developing organizational and time management skills. My academic studies have enhanced my critical thinking and problem-solving abilities, enabling me to analyse guest service situations and devise effective solutions.


Model of Reflection: Gibbs' Reflective Cycle

1. Description:
During my placement at the Leicester Marriott Hotel, I had the opportunity to shadow a supervisory position within the Front Office department. This experience allowed me to observe and learn from an administrative role and gain a deeper understanding of the responsibilities and challenges involved.

2. Feelings:
Initially, I was excited about the opportunity to shadow a supervisory position as I knew it would provide valuable insights into the administrative role within the Front Office department. However, I also felt a bit nervous as I wanted to make the most of this learning experience and ensure that I could contribute effectively as an observer.

3. Evaluation:
Shadowing the supervisory position was an eye-opening experience. I observed how the supervisor managed the team, delegated tasks, and handled various administrative duties. It was impressive to see the level of organization and efficiency displayed by the supervisor. I also noticed the supervisor's ability to handle customer complaints and resolve them effectively. Overall, the experience exceeded my expectations in terms of the learning opportunities it provided.

4. Analysis:
Through shadowing the supervisory position, I gained valuable insights into the skills and qualities required for an administrative role within the Front Office department. I observed the importance of effective communication, both with team members and guests. The supervisor's ability to delegate tasks and manage the team showcased the significance of leadership and management skills. I also recognized the need for problem-solving abilities and the ability to make decisions in a fast-paced environment.

5. Conclusion:
Shadowing a supervisory position within the Front Office department allowed me to critically evaluate my own development within an administrative role. It highlighted areas where I need to further develop my skills, such as effective communication, decision-making, and problem-solving. It also reinforced the importance of organization and efficiency in managing administrative tasks. Overall, this experience provided me with valuable insights and will contribute to my growth and development in an administrative role (Mondal, 2022).

6. Action Plan:
Based on my reflections, I have identified several areas for improvement. To enhance my communication skills, I plan to actively seek opportunities to practice and receive feedback. I will also focus on developing my decision-making and problem-solving abilities by seeking out challenging scenarios and analyzing different approaches. Additionally, I will work on improving my organizational skills by implementing effective time management strategies and setting clear priorities. By taking these actions, I aim to further develop my capabilities within an administrative role (Mind Tools Content Team, 2022). 


The shadowing experience in the Front Office department highlighted the importance of work-based skills and technical knowledge in hotel administration. Effective communication is crucial for handling guest inquiries, coordinating with departments, and providing accurate information. The supervisor demonstrated proficiency in addressing issues like room availability, guest complaints, and scheduling conflicts.
Technical knowledge is also essential in hotel administration, as the supervisor demonstrated proficiency in using the hotel's reservation system for room bookings and guest information. This knowledge is crucial for accurate record-keeping, efficient guest check-ins and check-outs, and seamless coordination with other departments.
Financial management skills are also essential in hotel administration, as the supervisor demonstrated meticulous attention to detail in reconciling daily transactions and ensuring accurate financial reporting. Multitasking and time management are also essential in hotel administration, as tasks often require multiple responsibilities simultaneously. The supervisor efficiently managed these tasks, prioritizing urgent matters and ensuring timely completion of administrative duties. Overall, these skills are essential for successful hotel administration (Valier, 2023).


The shadowing experience in hotel administration revealed the challenges and complexities of managing a hotel. One significant issue was the lack of effective communication between the Front Office and Housekeeping departments. This led to miscommunication, causing guests' room preferences to be misinterpreted, resulting in dissatisfaction and delayed room cleaning. This also affected overall operations, leading to inefficiencies in room allocation and disrupting the smooth flow of operations.
To address this issue, a robust communication system should be implemented, using digital tools and regular meetings to facilitate face-to-face communication. Cross-training staff from both departments can improve understanding and collaboration, fostering a sense of teamwork. The Situational Leadership Theory can be applied to adapt leadership styles to the specific situation and team needs (Cherry, 2023).
The Service Profit Chain theory can be used to emphasize the importance of effective communication in ensuring guest satisfaction and loyalty. This theory suggests that there is a direct link between employee satisfaction, customer satisfaction, and financial performance. By improving communication between departments, employee morale and job satisfaction can be enhanced, resulting in improved guest service and increased profitability (Hogreve et all, 2021).


Future Action Plan for Enhancing Work-Based Skills and Technical Knowledge in Guest Service Operations

• Communication: Attend training to improve verbal and written communication skills. Practice active listening techniques and use digital communication tools.
• Teamwork: Participate in team-building activities to strengthen collaboration and foster a positive team culture. Actively contribute to team discussions and encourage idea sharing.
• Task Management: Enhance organizational and time management skills, prioritize tasks based on urgency and importance, and seek feedback for improvement.
• Personal Skills: Develop emotional intelligence, enhance problem-solving and decision-making skills, and develop self-awareness.
• Guest Services: Stay updated with industry trends and best practices, seek guest feedback, and improve product knowledge.
• Track progress: Set measurable goals, evaluate performance against these goals, seek feedback, and utilize resources to enhance skills and knowledge (Hospiria, 2024).


The learning log provides valuable insights into enhancing work-based skills, technical knowledge, and understanding guest service standards in the hotel guest service industry. Shadowing experiences are crucial for developing these skills, as they allow individuals to observe experienced team members and supervisors. Personal and vocational development is also essential for shaping future career aspirations. Continuous learning, seeking mentorship, and exploring personal development resources can help individuals position themselves for success and advancement in their guest service operations career. In conclusion, combining practical experiences with personal and vocational development is crucial for success in the industry.

















References

Andreev, I. (2022). Job Shadowing: What is it? Benefits, Questions to Ask [Best Practices]. Valamis. Available at: https://www.valamis.com/hub/job-shadowing (Accessed 22 May 2024).

Cherry, K. (2023). Situational Theory of Leadership. Verywell Mind. Available at: https://www.verywellmind.com/what-is-the-situational-theory-of-leadership-2795321 (Accessed 22 May 2024).

Consultants, eSoft H. (2023). Building a Strong Hospitality Team Through Training and Development. Available at: https://esoftskills.com/hospitality/building-a-strong-hospitality-team-through-training-and-development/ (Accessed 22 May 2024).

Hogreve, J., Iseke, A. and Derfuss, K. (2021). The Service-Profit Chain: Reflections, Revisions, and Reimaginations. Journal of Service Research, 25(3), p.109467052110524. doi:https://doi.org/10.1177/10946705211052410.

Hospiria (2024). Guest Communication Strategies: 6 Effective Strategies. Available at: https://www.hospiria.com/blog/insights/guest-communication-strategies (Accessed 22 May 2024).

Hospitalitycourses (2024). Hotel Front Office Guide: Roles, Responsibilities, and Guest Satisfaction. Available at: https://www.hospitalitycourses.co.za/blog/hotel-front-office-roles-responsibilities-guide. (Accessed 22 May 2024).

Marriott (2024). 4 Star Family Friendly Hotel | Leicester Marriott Hotel. Available at: https://www.marriott.com/en-gb/hotels/emalm-leicester-marriott-hotel/overview/.
(Accessed 22 May 2024).

Mind Tools Content Team (2022). Gibbs Reflective Cycle. Available at: https://www.mindtools.com/ano9qiu/gibbs-reflective-cycle (Accessed 22 May 2024).

Mondal, D. (2022). Hotel Front Office Department: Importance, Functions, Duties. Available at: https://www.hotelmanagementtips.com/hotel-front-office-department/ (Accessed 22 May 2024).

Valier, K. (2023). Job shadowing: Definition, best practices & benefits for teams - Factorial Blog. Available at: https://factorialhr.com/blog/job-shadowing/ (Accessed 22 May 2024).
