Managing Hotel Administration
[image: ]

[bookmark: _tud0radi18oq]
Module Code: BMIH6004
Module Title: Hotel Placement – Managing Hotel
Administration
Assignment Type: Student Learning Log
Student Name: Mariana Mironov
[bookmark: _Toc199358524]Student ID:2232725



Table of Contents
Introduction	3
Reflecting on the overall experience and personal development	4
Analysis of work-based abilities and technical knowledge	5
Reflecting on the organisational challenges by incorporating Kolb’s Reflective Cycle	6
Hotel Administration Issues	9
Future Trends in Hotel Administration	9
Conclusion	10
References	11

[bookmark: _GoBack]

[bookmark: _Toc199359295]Introduction
Overview of the Reception of the Hotel Administration Department
A hotel administrator plays a significant role in the hospitality industry, who is responsible for monitoring the entire operations of the firm. Here, the reception forms another important area that looks after and manages the budget-related problems. Additionally, the invoice development, the entire planning of executing the strategies, addressing the needs of the consumers and other functions of the organisation are also carried out (Svendsen, 2024).This allows the firm to predict the performance level in the present scenario in order to change the plans of the business according to the latest marketing and technological trends. Thus, it would help the business to thrive in the competitive world and also refine the operations of the business. In context to this, this learning log will reflect the overall experience and personal development. It will describe the work-based abilities as well as the technical knowledge that is required in the receptionist position. Besides this, it will also reflect the challenges faced in the organisation by using a reflective model of Kolb’s. It will also highlight the future steps that will be taken by this department to enhance the operations of the front desk.
The learning objectives that are required to be developed within the placement
To upgrade knowledge about managing the budgets and accounts by building accounting skills within 6 months.
To enhance technological skills by acquiring knowledge about the different programming languages as well as software within 4 months.
[bookmark: _py5jxh6e5pmv][bookmark: _235li4pcvxjc][bookmark: _Toc199358525]To refine the decision-making skills by analysing the current business scenario of the business within 2 months


[bookmark: _Toc199359296]Reflecting on the overall experience and personal development 
[bookmark: _xxt6bh9ay1zq]I am feeling very glad to have a placement as a Guest Experience Expert at the front desk department, in the “London Heathrow Marriott Hotel”, located in the UK. Here, I have been positioned as a receptionist, where I was assigned the duties of a receptionist in the department of the hotel administration. The main roles include tracking the record of the check-in and check-out, managing the reservations, contacting the guests, as well as providing proper information about the guests, and allocating rooms based on the preferences (Solomon, 2021). In context to this, I have been given the responsibility of carrying out the front desk operations where I have to maintain the area, keep a record of the entry as well as exit of the guests, cooperate with the members of the other departments and ensure safety protocols to increase the satisfaction level of the customers. Besides this, I have acquired the knowledge of the usage of the different technologies, which has allowed me to examine the entire budget of the business. I have also developed receipts and kept a record of the profit and loss factor. However, at the initial stages, I faced issues as I lacked both technological and accounting skills. This has become a major hurdle in my career development, due to which I have to go through various problems.
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Work-based Abilities
The abilities required for a Guest Experience Expert or receptionist include communication, adaptability, organisational problem solving and more. A person in this position is required to have clear verbal as well as written communication proficiency (Petty, 2023). Besides, they are also required to have adaptability and problem-solving skills for adjusting to different workplace situations that are encountered in this job role.
Challenges faced: During my employment at the hotel, I have encountered challenges regarding organisational problem-solving. I have been unable to efficiently solve organisational problems due to my lack of decision-making skills. This issue could have been managed by me if I had better work-based ability to solve workplace problems.
Technical Knowledge
Having technical knowledge is an important criterion for the role of Guest Experience Expert. This includes the knowledge of handling administrative tools like CRM, PMS and other software. Using CRM helps hotel employees in managing guest relations and improving their experiences. Whereas, PMS is useful in conducting property management tasks like room reservations, billing and more (Comstive, 2024). Thus, having knowledge of this software is essential for efficient guest handling in hotels. 
Challenges faced: I have faced issues in operating the aforementioned management software due to a lack of technological understanding. This has faced challenges for me in efficiently completing my tasks at the hotel. These issues can be resolved in future by enhancing my technological knowledge through learning the usage of relevant tools and software. 
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Concrete Experience
During my placement at the London Heathrow Marriott Hotel as a Guest Experience Expert, I have gained much experience. These include positive as well as negative experiences, which are linked with my personal strengths and weaknesses. From this, I have felt that I need to improve my skills further to be able to handle my responsibilities in this job position more efficiently.
Reflective Observation 
Based on my experiences, I have observed that my personal strengths of communication, time management and effective organisational skills have been helpful. I have used these skills to handle my tasks at the hotel. However, my weaknesses, which include poor technological and accounting skills, along with a lack of decision-making abilities, have created challenges during my job. 
Abstract Conceptualisation 
Through my understanding, I have conceptualised that I need to work on developing my skills and resolving my weaknesses. Apparently, having effective organisational and communication skills is very important in the field of hotel administration and tourism (Tanković et al., 2023). Moreover, the changing work conditions in this industry also require employees to have technological knowledge of organisational software.
Active Experimentation
[bookmark: _huue3oxmn46j]I have evaluated that I need to develop an action plan for working on my weak areas. I will need to develop my technological and accounting skills by learning to use relevant software for hotel management. I also need to study the current business scenario and gather more experience about my job position to improve my decision-making abilities.
Action Plan
	Skills required to be improved
	Resources Required
	Ways to measure
	Future Implications
	Timeframe

	Technological skills
	Knowledge of various programming languages, coding, digital marketing, and cloud computing will be required to refine the technical skills (Marr, 2022).
	Conducting regular practical-based experiments and assessments can help to measure the improvement of this skill. 
	This might help to utilise the various tools, software, and technologies in the company effectively (Pasquarosa, 2023).
	4 months

	Accounting skills
	Both theoretical and practical knowledge of analytical tools, exercises, software, and online courses will be needed.
	Proper development of the budget plans, records, and reports related to the business might help in the development of this skill (Houston, 2023).
	This skill would help to support and handle the budget-related problems, accounts in the companies, and would also help to gain future opportunities. 
	6 months

	Decision-making skills
	A detailed analysis of the current information about the business and marketing will help to make informed decisions in this field (Shribman, 2024).
	Appropriate feedback and reviews from the experts and professionals, along with proper communication, might help to predict the progress level.
	This can help to make proper and effective strategies that would help the company to achieve their future goals.
	2 months
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The main issue faced at the “London Heathrow Marriott Hotel” is due to the changes in the nature of consumer demands. Apparently, the demand for personalised hotel services has increased in the UK, with nearly 86% of customer votes (Richardhaworth, 2025). This has become a challenge for this hotel, and it is struggling to provide services which are tailored according to specific needs.
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Future Trends in Hotel Administration
The current trends in the hotel industry for improving future services include the integration of AI in hotel management (Gursoy and Cai, 2025). By using the latest AI technology in its operations, this hotel and other hospitality businesses can improve their customer service. Smart chatbots with integrated AI systems can efficiently handle customer queries regarding reservations and other requirements (Freedman, 2025). Moreover, these tools can analyse specific customer data to suggest more personalised services based on their previous activities and preferences.
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The above discussions have identified that I have worked as a receptionist at the front desk “London Heathrow Marriott Hotel”. Additionally, that work-based learning and the skills in context with the receptionist field, where the overall experience for personal development has been outlined in detail. It has been depicted that communication, organisational, and time management skills have formed the major strengths in the field of hotel receptionists. Whereas, technological, decision-making as well as accounting skills have formed the major weakness. Thus, the challenges that have been faced by the organisation have been identified in the log by using Kolb’s reflective model.
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