


Student Learning Log: Reflection on Shadowing a Supervisory Role in Hotel Administration
Overview of Administrative Role:
During my placement, I shadowed a supervisory role in the Front Office department of an IBIS BUDGET BARKING. The Front Office serves as the hotel's nerve centre, managing guest check-ins and check-outs, handling reservations, and addressing guest inquiries and complaints. This role requires a blend of administrative and customer service skills, ensuring smooth daily operations and maintaining high standards of guest satisfaction. It was an opportunity to observe how administrative tasks and leadership intersect in a busy hospitality environment.
Model of Reflection Used:
For this reflection, I employed Gibbs' Reflective Cycle, which consists of six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. This model facilitates a structured and thorough examination of my experiences and the lessons learned.
Placement Learning Objectives:
My placement learning objectives were:
1. Understand the daily operations and administrative tasks of the Front Office.
2. Develop skills in handling guest interactions and resolving conflicts.
3. Learn effective communication strategies within a team setting.
4. Gain insights into the management of reservations and billing processes.
5. Enhance personal time management and task prioritization abilities.
Reflection Using Gibbs' Reflective Cycle:
Description
During my placement, I shadowed the Front Office supervisor, observing the coordination of daily tasks, including staff scheduling, guest check-ins and check-outs, and the resolution of guest complaints. A significant issue was a system outage that disrupted the reservation and billing processes, causing delays and frustration among guests and staff. For instance, a family arrived for check-in only to find their reservation missing from the system. The supervisor had to manage their frustration while coordinating with the IT department to restore the system. We had to manually log guest details and allocate rooms, adding to the workload and stress.
Feelings
Initially, I felt overwhelmed by the fast-paced environment and the high level of responsibility shouldered by the supervisor. The system outage incident heightened my anxiety, as it required quick thinking and effective communication to manage guest expectations and coordinate with the IT department. However, I also felt a sense of excitement and motivation to learn from such a challenging situation. Observing the supervisor's calm and composed demeanour helped diffuse guest frustrations and maintain staff morale. This reassured and inspired me to develop similar composure and problem-solving skills.
Evaluation
Reflecting on the experience, I recognized both positive and negative aspects. On the positive side, I observed the importance of teamwork and communication in resolving crises. The supervisor's ability to stay calm and delegate tasks effectively was commendable. She divided the staff into teams: one to manually check in guests, another to handle phone inquiries, and another to work with IT. However, the incident also highlighted the hotel's reliance on technology and the need for contingency plans to manage such disruptions. The lack of a backup system for reservations and billing caused significant delays, demonstrating a gap in the hotel's operational preparedness. Additionally, the manual logging of guest information could be streamlined by having pre-printed forms or templates ready for such emergencies, saving time and reducing errors.
Analysis
This experience underscored several critical work-based skills, including problem-solving, communication, and teamwork. The supervisor's approach to managing the system outage demonstrated the importance of remaining composed under pressure and the value of clear, concise communication. For instance, she used a whiteboard to keep track of room allocations and communicated regularly with the staff, updating them on the progress of the IT repairs. This maintained order and ensured everyone was informed of their tasks. From an administrative perspective, the incident revealed weaknesses in the hotel's backup systems and the need for regular drills to ensure staff readiness. The reliance on technology without adequate contingency plans can significantly impact guest service and operational efficiency.
Conclusion:
Overall, this placement experience has been instrumental in enhancing my understanding of the administrative roles within the hotel industry. It highlighted the critical importance of communication, teamwork, and effective task management in achieving and managing guest service expectations. The system outage incident served as a valuable learning opportunity, demonstrating the need for preparedness and flexibility in handling unexpected challenges. The experience also reinforced the significance of leadership in crises. The supervisor's ability to maintain calm and provide clear instructions was crucial in managing the team's response and minimizing guest dissatisfaction.
Action Plan:
Based on my experience, I propose the following actionable steps:
1. Develop and implement comprehensive contingency plans for technological outages, including regular staff training and drills.
2. Enhance communication protocols to ensure timely and accurate information dissemination during crises.
3. Invest in robust IT infrastructure and regular maintenance to minimize the risk of system failures.
4. Foster a culture of teamwork and support through team-building activities and regular feedback sessions.
5. Continue personal development by seeking further training in conflict resolution and crisis management.
Observations and Relevant Examples:
Communication and Teamwork:
Good communication was very important. Daily meetings led by the supervisor made sure everyone knew their roles, the day’s reservations, and any special guests. A clear example was how the supervisor handled a noise complaint. She listened carefully, understood the guest’s problem, moved them to a quieter room, and offered a free service. This showed how listening and caring communication can solve guest problems well.
Task Management and Personal Skills:
The supervisor was great at prioritizing tasks, especially during busy check-in times. She used a system to track tasks and deadlines, making sure nothing was missed. This was especially useful during a system outage when manual processes had to be managed efficiently. For a corporate event booking, she coordinated with multiple departments, clearly assigned tasks, and followed up to make sure everything was done, showing the importance of good delegation and follow-up.
Handling Crisis Situations:
The system outage provided a firsthand look at crisis management. The supervisor's calm and organized approach was key. She quickly gathered the team, outlined immediate steps to manage the crisis, and kept in constant communication with the IT department. Additionally, she held a review meeting after the incident to discuss what worked well and what could be improved, ensuring lessons were learned for future issues.
Guest Service and Experience:
High standards of guest service were a recurring theme. The supervisor focused on personalizing guest experiences, greeting returning guests by name, and remembering their preferences. For a regular guest’s birthday, she arranged a surprise cake and note, enhancing the guest's experience and loyalty. She also trained new staff through role-playing exercises to help them handle real-world situations effectively.
Cultural Sensitivity and People Management:
Cultural sensitivity and good people management are crucial in a multicultural hotel. The supervisor adapted her approach to different cultural expectations, ensuring staff knew about cultural holidays and dietary restrictions. She recognized and nurtured talent within the team, providing regular feedback and opportunities for development. Her mentorship program paired experienced staff with newcomers to share knowledge and build a strong team.
Future Action Plan:
Based on the experiences and lessons learned, I propose the following future actions:
1. Enhance contingency planning: Regularly review and update contingency plans to ensure preparedness for various scenarios, including system outages and other operational disruptions.
2. Invest in staff training: Continuously train staff on new technologies, customer service skills, and crisis management to ensure they are well-equipped to handle their roles effectively.
3. Improve communication channels: Implement more robust communication tools and protocols to facilitate real-time information sharing and coordination during emergencies.
4. Foster a collaborative culture: Encourage team-building activities and regular feedback sessions to promote a supportive and collaborative work environment.
5. Pursue continuous learning: Engage in ongoing professional development opportunities, such as workshops and courses, to enhance skills in leadership, crisis management, and guest service.
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