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Introduction

The administrative operations of Leonardo Hotel - East Midlands are essential in ensuring the smooth coordination of various hotel departments, including front office management, housekeeping, and guest service operations. Effective administration serves as the foundation of operational efficiency, ensuring that all departments function seamlessly to deliver a high-quality guest experience. Without strong administrative management, hotels risk operational inefficiencies, service inconsistencies, and potential guest dissatisfaction.

During my placement, I shadowed a supervisory role within the administrative department, gaining firsthand experience of daily operational challenges and strategies used to maintain service efficiency. This experience allowed me to understand how administrative processes integrate across departments and how supervisors manage key operational tasks such as workflow coordination, issue resolution, and process optimization.

Through direct observation and practical engagement, I gained insights into the importance of proactive communication, team collaboration, and technological integration in enhancing service delivery. I also explored how operational strategies contribute to guest satisfaction, employee productivity, and overall business performance. The placement provided a valuable opportunity to analyze how operational decisions impact both short-term guest experiences and long-term organizational success.

Additionally, I examined how emerging trends, such as digital transformation and sustainable practices, are shaping modern hotel operations. With the increasing reliance on automated systems and eco-friendly initiatives, I observed how administrative teams must adapt to industry advancements to remain competitive.

This learning log critically reflects on my experiences, observations, and acquired knowledge, evaluating key aspects of operational efficiency, problem-solving in administrative tasks, and best practices in hospitality management. Furthermore, it highlights work-based skills and technical knowledge essential for a successful career in hotel administration. Through structured reflection, I aim to assess my development, identify challenges, and outline future learning goals to enhance my expertise in hospitality operations.

Learning Objectives for the Placement:

· To develop an understanding of work-based skills and technical knowledge required for hotel operations.

· To analyze the role of supervisory positions in managing daily administrative tasks.

· To critically evaluate communication, teamwork, and task management in hotel administration.

· To reflect on challenges in hotel operations and propose solutions based on theoretical insights.

· To assess the impact of technology and innovation on operational efficiency in the hospitality industry.

· To explore sustainability initiatives in hotel administration and their influence on operational strategies.

Section 1: Reflection on Experience and Personal Development

During my placement at Leonardo Hotel - East Midlands, I had the opportunity to shadow a front office supervisor, observing the coordination between reception, housekeeping, and guest services. Initially, I believed that front office operations were primarily focused on check-in and check-out procedures. However, through direct observation, I recognized that the role extends to managing guest expectations, handling complaints, and ensuring seamless communication between departments (Jones & Lockwood, 2021).

Through this experience, I developed critical personal and vocational skills, such as:

· Communication: Learning how front office staff handle guest inquiries and complaints.

· Teamwork: Observing the collaboration between the front desk and housekeeping staff for timely room turnovers.

· Task Management: Understanding how supervisors allocate responsibilities to maintain service efficiency.

Reflecting on Schön’s (1983) Reflection-in-Action model, I recognized that real-time problem-solving is essential in hotel administration. When a guest had an issue with their room, I observed how the supervisor swiftly coordinated with housekeeping to resolve the matter efficiently, ensuring guest satisfaction. This practical exposure enhanced my understanding of service recovery strategies (Brown, 2019).

Beyond front office operations, I also shadowed supervisory roles within housekeeping and food & beverage departments, which provided additional insights into the interconnectedness of hotel operations. I noticed how housekeeping efficiency directly impacts front office performance, as delays in room readiness can lead to guest dissatisfaction and extended waiting times at check-in. This experience reinforced my understanding of interdepartmental communication and the importance of workflow optimization in hotel administration.

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

Work-based skills and technical knowledge are fundamental in managing hotel administration. My shadowing experience highlighted the importance of:

· Guest Management Systems (GMS): Learning how reservation software streamlines operations.

· Housekeeping Coordination: Understanding real-time room status tracking to improve efficiency.

· Queue Management: Observing how front desk staff mitigate congestion during peak hours.

A key learning moment was analyzing the use of digital housekeeping management software at Leonardo Hotel - East Midlands. The software allowed seamless communication between reception and housekeeping, ensuring faster room readiness and improved guest satisfaction (Wilson, 2020).

Additionally, I observed the role of automation in front office operations, particularly in the use of self-service kiosks and mobile check-in options. Initially, I assumed these technologies would completely replace human interaction. However, I learned that while automation speeds up processes, personalized guest service remains essential (Smith, 2020). Some guests still prefer traditional check-in methods, emphasizing the need for a hybrid approach that balances technology with personalized service.

Furthermore, I critically examined the importance of data-driven decision-making in hotel administration. The supervisor I shadowed demonstrated how guest feedback data is analysed to identify common service complaints and implement improvements. For example, through review monitoring and sentiment analysis, the hotel adjusted breakfast service timing to accommodate guest preferences, demonstrating the impact of operational flexibility on guest satisfaction.

Drawing from Gibbs’ (1988) Reflective Cycle, I evaluated how these work-based skills contribute to operational efficiency and identified areas where staff training can improve technology adaptation.
Section 3: Reflection on Organisational Issues

One key organizational issue I identified at Leonardo Hotel - East Midlands was the occasional delay in housekeeping updates, which impacted guest check-in times. Since the hotel operates at high occupancy, delays in room readiness sometimes led to guest dissatisfaction.

Impact on Hotel Operations:

· Guest Experience: Frustration due to longer waiting times for room availability.

· Operational Workflow: Increased pressure on front desk staff to manage guest expectations.

· Service Efficiency: Housekeeping teams rushing to meet deadlines, potentially compromising service quality.

To address this, I explored possible solutions, integrating theory with practical considerations:

· Enhanced Digital Communication: Implementing a real-time housekeeping update system linked directly to the front desk.

· Pre-allocated Rooms Strategy: Allocating backup rooms during high-demand periods to reduce wait times.

· Staff Training on Workflow Efficiency: Ensuring that housekeeping teams are well-equipped with time management strategies (Smith, 2020).

I also explored the role of sustainability in operational efficiency, particularly in housekeeping practices. The hotel has implemented a linen reuse program and energy-efficient cleaning protocols, but I observed that staff training on sustainability initiatives could be improved. Enhancing eco-friendly housekeeping policies would not only improve environmental responsibility but also contribute to cost savings and operational efficiency.

Conclusion and Action Plan

Conclusion

Reflecting on my shadowing experience at Leonardo Hotel – East Midlands, I have gained valuable insights into the complexities of hotel administration and operational efficiency. Observing a supervisory position allowed me to understand the critical role of communication, teamwork, and task management in ensuring smooth day-to-day operations. I recognized how effective interdepartmental coordination, particularly between the front office and housekeeping, significantly impacts guest satisfaction. My experience highlighted the importance of clear communication and proactive problem-solving, particularly when handling guest complaints and last-minute operational challenges.

Another key takeaway was the influence of technology on hotel operations. The integration of self-check-in kiosks, digital housekeeping coordination, and automated booking systems has transformed traditional hospitality practices. However, I observed that while technology improves efficiency, its effectiveness is contingent on staff adaptability and proper training. Without adequate training, employees may struggle to fully utilize these digital tools, potentially reducing their impact. This realization reinforced the importance of continuous professional development and technological literacy in hotel administration.

Additionally, I identified organizational challenges, such as delays in room readiness, which can negatively affect guest experiences and operational workflow. These inefficiencies highlight the need for proactive management strategies, such as real-time housekeeping communication systems, enhanced scheduling techniques, and more structured task delegation. Furthermore, I explored the role of sustainability initiatives in hotel administration, recognizing how eco-friendly housekeeping practices and energy-efficient systems not only contribute to environmental responsibility but also improve cost-effectiveness and overall efficiency.

Through this experience, I have developed a stronger awareness of best practices in hotel administration, as well as areas that require further learning and skill development. Moving forward, I aim to enhance my knowledge and competencies in operational management, leadership, and strategic decision-making to prepare for a successful career in the hospitality industry.
Action Plan for Future Development

The following action plan outlines specific steps to enhance my technical knowledge, problem-solving skills, leadership abilities, sustainability awareness, and financial acumen in hotel administration.
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Action Steps

Expected Outcome

Timeframe

Enhance Technical
Knowledge in Hotel

- Attend training sessions/workshops on Opera PMS, Micros Fidelio, and Guest
Management Systems (GMS).

- Complete online certification courses on hotel technology and digital
transformation.

Gain hands-on experience with hotel management
technology, improving workflow efficiency and

Within the next 6

Management Systems |- Shadow hotel managers using PMS and GMS in daily operations. data handling. months
- Engage in industry simulations and case study analysis. Ongoing, with
Develop Problem-Solving |- Participate in role-playing exercises for guest complaints and service recovery. Improve ability to analyze challenges, implement | quarterly case study
and Critical Thinking Skills |- Analyze best practices in handling operational challenges in leading hotels. solutions, and enhance guest satisfaction. reviews

Strengthen Leadership and
Team Management Abilities

- Shadow supervisory roles across different hotel departments (front office,
housekeeping, F&B).

- Study leadership models such as Situational Leadership and Transformational
Leadership.

- Seek mentorship opportunities with hospitality managers.

Develop confidence in leadership, improve team
coordination, and enhance conflict resolution
skills.

Within 12 months

Gain a Deeper
Understanding of
Sustainable Hotel

Operations

- Research waste management, energy conservation, and water efficiency in hotels.

- Attend eco-friendly hospitality workshops and explore green certifications (e.g.,
Green Key, LEED).

- Propose sustainability initiatives in future placements.

Learn how to balance operational efficiency with
environmental responsibility.

Within 9 months

Expand Financial and Cost
Management Knowledge

- Attend workshops on hotel budgeting, revenue management, and cost control.

- Study financial reports and cost structures of successful hotels.

- Gain experience analyzing profit margins, expense allocation, and financial

forecasting.

Develop an understanding of how operational
decisions impact financial performance.

Within 12 months




By actively pursuing these learning and development goals, I aim to enhance my operational expertise, strategic thinking, and leadership abilities, positioning myself for a successful career in hotel management. My experience at Leonardo Hotel – East Midlands has provided a strong foundation, and I am committed to continuing my professional growth to contribute effectively to the hospitality industry.
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