

Hotel Administration back office 


This placement report, mostly theoretical in nature, allowed the creation of bases and the acquisition of knowledge needed to be applied in a more practical perspective of the supervisor's position, and how the routine is managed in the administrative operation, back office of the hotel unit of the Marriott Leicester.

The goal of hotel management is to maximise rentability by meeting the needs and expectations of the customer, which is supported by the resources and services that the hotel can provide, (Huang, 2023). However, the characterisation of hotel units is variable because different companies in the sector have different structures and dimensions.
Organic and organizational structure of the Leicester Marriott Hotel:
A hotel establishment's organic structure is reflected in its sectoral and interdepartmental divisions. Its organisational structure, on the other hand, refers to the collection of elements that make up the organisation and the interdependent relationships that exist. The management bodies and the existing hierarchy are expressed in the organisation, (Edraw, 2023). It is necessary to consider the various departments that comprise a hotel unit, thereby determining the institution's hierarchy. The respective departments must integrate the various areas suitable for operating the services provided in a hotel unit, (Revfine.com, 2022).
A hotel enterprise's functional organisation and departmental definition are linked to its size, the type of service it provides, its products, and the number of employees available to ensure its operation. 
The following flow chart describes the departmental and divisional management organisation of the Leicester Marriott Hotel:
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Back-Office administrative departments that are part of this business and work behind the scenes to turn the wheel are as follows:

Human Resources: Managed by Bryony Ball. The human resources (HR) department is crucial to the success of any organisation, and the Leicester Marriott Hotel is no exception. Human resources oversee employee recruitment, training and development, compensation and benefits, and employee relations. Wilson (2019) emphasises the importance of effective human resource management for organisational success. Brewster, Houldsworth, and Sparrow (2016) suggest that the hotel's HR policies and practices should align with the company's overall strategy and goals. This alignment is critical to ensuring that HR activities support the hotel's objectives and contribute to its success. Moreover, the HR department should establish effective communication channels with employees to ensure their needs are met and foster a positive work environment (Armstrong & Taylor, 2023).
Finance: Managed by Eleena Dennis. Leicester Marriott Hotel's finance department is critical in managing financial resources and ensuring effective budgeting and cost control strategies (Harris, 2015). To monitor the hotel's financial performance and make informed decisions, the team employs a variety of financial tools and techniques, such as financial statements and ratio analysis (Brigham & Houston, 2017). Furthermore, the department works with other functional units to improve revenue streams and profitability (DeFranco & Lattin, 2016). Overall, the efforts of the finance department significantly contribute to the hotel's success in the competitive hospitality industry.

Sales & Events: Managed by Jo Dempster the Sales Leader and Andreea Prejban the Senior Event Manager. The Leicester Marriott Hotel is a popular event and conference venue in England's East Midlands. The hotel reported strong sales figures in 2021, with a significant increase in corporate bookings. This success is due to the hotel's high-quality facilities, excellent location, and reputation for providing excellent customer service, (MARRIOTT INTERNATIONAL, 2021),
The hotel hosted several major events throughout the year, including a charity ball supporting a local children's hospice and a Christmas party for a leading business organisation in the region. These events were widely praised for their exceptional organisation and attention to detail, with many guests complimenting the hotel's staff on their excellent service (Smith, 2021). 
The success of the Leicester Marriott Hotel in sales and events can be attributed to several factors, including its prime location in the heart of Leicester, its modern and well-equipped facilities, and its dedication to providing exceptional customer service. As a result, the hotel is expected to remain a premier destination for corporate and social events in the region for many years to come (Brown, 2021). 


Maintenance: Managed by Neil Payne the Engineering Manager, the team is made of only 3 members. The maintenance department at the Leicester Marriott hotel is critical to the smooth operation of the hotel. Staff training and development are essential for effective department management (Kilinc, 2014). Maintenance best practices can be found in books such as "Maintenance Management and Regulatory Compliance Strategies" by Wireman, (2003)  and "Maintenance Engineering Handbook" by Mobley et al., (2014).The department can also benefit from staying current on industry standards and regulations by reading publications im Gov.Uk. (n.d.).

Front-of-house administrative departments are responsible for all activities with a high level of customer contact, that is, all activities directly related to the public, in this case, hotel customers.

Front Office:Managed by Manuela Esposito, Diana Natea Assistant FOM and Trevor Barretto Night Manager. The front office department at the Leicester Marriott Hotel is managed using various strategies, including staff training, practical communication, and technology to streamline processes. According to Dhar (2015) training programmes ensure that employees have the necessary skills to provide quality services to guests. To ensure consistency in service delivery, the hotel also uses a front office book that contains standard operating procedures, policies, and guidelines. Overall, these strategies enable the Leicester Marriott Hotel to maintain high customer satisfaction and service levels.



Food & Beverage: This department includes restaurant, bar, room service, conference & banqueting services, in harmony with the kitchen.

·  Restaurant, Bar and Room Service: Managed by Hyun Woo, Malik Faroqq, Restaurant & Bar Manager.
· Conference & Banqueting, managed by Celestino Dias, who assisted the F&B manager following Hyun Woo's departure to another Marriott hotel unit.
· Kitchen: Managed by Amit Sharma Executive Chef, and Hammad Hussain Sous Chef.
The Leicester Marriott Hotel's food and beverage (F&B) operations are managed using a variety of strategies to increase customer satisfaction and profitability. One effective strategy is to provide a diverse menu that caters to various tastes and preferences. A diverse menu, according to Heizer et al., (2022) can boost sales and improve customer loyalty. Another critical factor is effective inventory management to reduce waste and control costs so on proper record-keeping and accounting procedures are also required for financial accountability (Hayes & Miller, 2011). 

Housekeeping: Managed by Dickson Paulose, and Sylvia Repka Assistant Manager. This department is an integral part of any hotel operation, and effectively managing it is critical for guest satisfaction and overall success. "Hotel Housekeeping: Operations and Management" by  Raghubalan Raghubalan (2017) is one book that provides valuable insights into housekeeping management. According to the authors, effective housekeeping management necessitates adequate staffing, training, and supervision to ensure high standards of cleanliness and guest comfort. Implementing these strategies at Leicester Marriott Hotel can improve the overall guest experience and contribute to the hotel's success, (Raghubalan & Raghubalan, 2017).

Conclusion: Regardless of the importance of management and administration functions, the complementarity of the entire hierarchical structure is unequivocal for the maximum exponent of a hotel's efficiency. To ensure that each department performs adequately, service standards must exist in organisations that align with the hotel's philosophy, to which each employee's skills must adapt. Such standards must be known by the entire team and include cross-sectional information that is communicated adequately between departments. Adopting well-designed and implemented procedures will result in the proper operation of the hotel establishment, employee motivation and commitment, and service excellence.
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