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In the hotel industry, effective administration is essential for the smooth operation of services and ensuring guests have a seamless experience. Hotel administration encompasses a wide range of responsibilities, including customer service, communication, record management, staff coordination, and problem-solving. The front office division is central to hotel administration as it serves as the first and last point of contact for guests. Staff at the front desk handle a variety of tasks, from checking in guests and allocating rooms to addressing any concerns during their stay (Barten, 2023). Managing hotel administration requires a blend of interpersonal, organisational, and problem-solving skills to ensure that both guest needs and operational requirements are met effectively. In this learning log, I will reflect on my experiences and insights into managing hotel administration, utilizing the Driscoll model of reflection (Driscoll, 2007) to analyse the core components of front office management, explore challenges, and discuss opportunities for improvement.
During my time observing and working in a hotel’s front office division, I gained insight into the multifaceted role of the front desk staff. Upon arrival, guests interact with the front desk to check in, confirming reservations, providing necessary information, and allocating rooms. I observed how front office personnel manage administrative tasks such as verifying guest details, updating room statuses, and processing payments. While the check-in process is typically smooth, it often requires attention to detail and adaptability, as issues may arise unexpectedly. A key aspect of hotel administration that stood out to me was the need to balance customer service with the numerous administrative duties handled by the front office. Front desk staff must ensure efficient check-ins while also managing records, including guest details, room statuses, and payments. This demands strong organizational skills and the ability to multitask effectively. Additionally, front office staff must resolve any issues that arise during a guest's stay, from room maintenance problems to customer complaints.
I observed how the staff at Leonardo Hotel used a task management system to ensure that all tasks were completed in an organized manner. This system tracked ongoing tasks and assignments, ensuring nothing was overlooked (Doggett, 2024). For example, when a guest’s room had an air conditioning issue, the system enabled the front office team to coordinate with the maintenance department promptly and track the issue's resolution. Furthermore, I witnessed how hotel administration involves cross-departmental communication. The front office must maintain strong communication with housekeeping, maintenance, and management, ensuring all departments are aligned on guest needs. Vaughan (2024) emphasizes the importance of clear communication in maintaining smooth hotel operations, particularly for the front office team, as they act as the central hub for guest interactions.
Reflecting on my experience through the Driscoll model, it becomes evident that managing hotel administration is a complex and dynamic process that requires a combination of various skills. One key focus for front office staff is the guest experience. As Hewitt (2024) notes, front-of-house (FOH) management centres on service, atmosphere, and guest engagement. The ability to engage guests positively and meet their needs is critical to ensuring a pleasant and memorable stay. Thus, administrative duties carried out by front office staff must be executed efficiently to minimize the impact on guest satisfaction. A crucial component of this administrative role is maintaining accurate records. As Peters (2023) mentions, front office staff are responsible for updating and filing guest records, including reservation details, room allocations, and payment information. This is essential for both guest satisfaction and the hotel’s financial and operational accuracy. Errors in record-keeping can lead to misunderstandings, overbookings, or billing issues, which can damage the hotel’s reputation.
Another critical aspect of hotel administration is problem-solving. In a hotel setting, unforeseen problems can arise at any time, and prompt problem-solving can significantly impact guest satisfaction (Romano, 2024). Whether it’s a maintenance issue, a guest complaint, or an administrative error, the front desk team must possess the skills to manage these challenges effectively. I saw firsthand how the staff used their expertise and resources to resolve problems quickly, contributing to high guest satisfaction. Additionally, supervisors play a vital role in ensuring that staff adhere to policies and maintain high customer service standards. Supervisors are responsible for supporting, guiding, and training employees to ensure they meet expectations (Glion, 2023). In my experience, the quality of service provided by the front office staff was directly influenced by the support they received from supervisors, helping to ensure staff were motivated, knowledgeable, and prepared to handle any situation.
One potential solution to the challenges faced in hotel administration is outsourcing certain tasks. To address these challenges, hotels might consider outsourcing some front desk responsibilities. This can help reduce administrative workload, improve service quality, and save costs (Strahl, 2024). Outsourcing routine tasks would allow front office staff to focus on higher-priority activities that directly impact the guest experience, such as personalized service or problem-solving. Moreover, using task management systems, as I observed, can enhance the organization and efficiency of hotel administration. These systems allow for the tracking and delegation of tasks, ensuring that all operational aspects are managed efficiently.
Reflecting on my experience and insights, I have identified several areas where I can improve my skills in hotel administration. First, I recognize the importance of developing strong organizational and multitasking abilities. The front office is a fast-paced environment, and the ability to handle multiple tasks simultaneously while ensuring accuracy is essential for success in hotel administration (Pavlou, 2020). In the future, I will focus on improving my time management and organizational skills to handle administrative tasks more efficiently. Second, I plan to further develop my problem-solving skills by engaging in scenario-based exercises that simulate real-world situations, allowing me to practice identifying problems, assessing solutions, and implementing the most effective course of action. Additionally, I will focus on improving my communication skills. Effective communication with guests, colleagues, and other departments is critical in hotel administration. I plan to prioritize building strong communication skills to interact confidently and professionally with all stakeholders.
Another area of focus will be learning more about task management systems and how they can be implemented to improve hotel administration. By gaining expertise in these systems, I will be better equipped to manage tasks, track progress, and ensure the efficient completion of administrative responsibilities. This will help reduce errors and improve workflow. Lastly, I will explore the possibility of outsourcing certain administrative tasks. By studying the pros and cons of outsourcing, I hope to understand how it can be leveraged to improve hotel operations' efficiency and service quality.
Managing hotel administration is a multifaceted and dynamic responsibility that requires a combination of organizational, problem-solving, and communication skills. Front office management plays a pivotal role in shaping the guest experience and ensuring operational tasks are carried out efficiently. Through my reflections, I have gained a deeper understanding of the challenges and opportunities in hotel administration. Moving forward, I will focus on improving my organizational and multitasking abilities, problem-solving skills, and communication techniques, all of which are crucial for success in hotel management.
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