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RENDEZVOUS HOTEL SKIPTON
A brief overview of the hotel’s administrative operations, within this department I have met the front office people who are on reception, and I have met the finance manager who deals with the hotels financial side, and the manager Maxine Lodge.
This hotel is an independent hotel with 96 rooms not too big therefore the administrative departments consist of minimal employees. (Welcome to Skipton, n.d.)
The role I have taken is to shadow the manager Maxine Lodge and see how she proceeds to do her job daily.
I will be using the ERA model to reflect on my placement journey, I think this model will be best to reflect on my placement journey. (Taylor, n.d.)
My placement learning objectives within this department is to gain experience from a managerial role. What I want to learn is to expand my knowledge of a managerial position and see what I need to learn in terms of managing a hotel and employees and improve on and how I can go about doing this.
REFLECTION ON EXPERIENCE AND PERSONAL DEVELOPMENT
My experience in this department is quite varied. Maxine Lodge was very good at explaining her day-to-day schedule, most days she had meetings, but I did not sit in the meetings with her. She had a lot of behind-the-scenes stuff to do, but also helped on the front desk if someone was busy, or with a guest/client.
There was a lot of employees that came to the manager, to fill her in with stuff or to let her know this has happened what should I do. For example, the girl on bar duty has hurt her wrist but was still scheduled to come into work (out of her own choice). Maxine quickly made the decision that this was not possible as she wouldn’t be able to serve the guests properly, and needed her wrist to heal properly before coming back to work this meant her sitting down with the bar manager and finding someone else who could fill in her shifts.
As a manager they have a legal responsibility to ensure a safe and healthy workplace for all employees and can stop work for someone who they have reasonable concerns about their health and safety, and equally important for an employee to report any injury or strain that could affect their job. (NI Direct, n.d.)
Reflecting on my previous placement at the premier inn I saw the manager there help housekeeping, or reception or even maintenance as they didn’t have one at the time and was in the process of hiring. Multi-tasking is a must and gaining experience, in all departments are sometimes crucial for managers to keep a hotel going especially the smaller ones whether it’s an independent one or a big brand with a smaller hotel. 
Gaining work experience in the hospitality industry, is highly valued and will help climb the ladder to the position of hotel managers, it’s also essential to acquire a diverse range of skills and many hotels require you to have a bachelor’s degree in hospitality management, which I am doing through this university course.
 According to research global travel and tourism has risen to 320 million in 2023 and has a job increase of 25 million, this is just short of pre pandemic levels, with many people wanting to travel more, this creates more demand for lodging managers (EHL, 2023)  

CRITICAL ANALYSIS OF WORK BASED SKILLS AND TECHNICAL KNOWLEDGE
Within this department the work-based skills that are needed are organisational skills, time management, multitasking, communication, problem solving, and computer proficiency. (Waqas, 2023).
Managerial positions are quite versatile as I’ve seen Maxine jump from one role to another, and all the above work-based skills and technical knowledge are needed for example, problem solving and quick thinking is needed when an employee comes to you with an issue or problem, and to deal with complaints, resolve conflicts and implement change. Problems are inevitable but solving them effectively is what separates the good from the great. (LinkedIn, 2024)
REFLECTION ON ORGANISATIONAL ISSUES
Upon reflection in the administrative department an organisational issue that the receptionist faced was when a guest who had booked a room by telephone, emailed to say that the room was cheaper online and demanded to know why she paid more, and wanted it for the price shown online. The person who had taken that booking had already explained to the guest that there might be price differences online, but she just wanted to book there and then. There were emails exchanged and payment details saved and the receptionist who had taken the booking had written that guest was aware of price changes and differences. The issue was resolved by the emails saved clearly stating of price differences. What I have realised is everything must be corresponded by email to keep a valid proof of anything that’s been said between guests, to avoid situations like this.
Front desks need to provide clear and accurate information to avoid situations like this encountered at the rendezvous hotel, failure to do so can lead to frustration and confusion and wasted time both for guests and desk staff. (Drexlar, 2023)
Also, technology plays a crucial part in the hotel, as it provides the tools needed to respond to guests needs, handle issues as they arise and communicate effectively. (Snyman, 2023)
FUTURE ACTION PLAN
Areas for improvement and for the future action plan that I have noticed within the administrative department at the rendezvous hotel would be, the need to hire more staff, when speaking to front desk they did say they need more staff, as sometimes they were working more hours than they should.
Regular team training and to adapt and learn new skills, is something all front desk employees can gain knowledge from, also always keeping up with trends and latest technology, is a must whether that’s a new PMS system or mobile apps specifically mobile check in, all this can be done through feedback, finding out what guests and staff want or need. guidance and mentoring from peers, enrolling in online classes, webinars, and workshops to enhance knowledge, or even in person or hybrid programs are good for learning and exploring and gaining that all important knowledge. within front desk (LinkedIn, 2023) 
CONCLUSION
To conclude what I have learnt through my placement and shadowing Maxine is how a managerial position isn’t all just sitting in the office and letting someone else do everything. there’s a lot to do to keep your hotel afloat. With a varietygb  of skills needed. One thing is to have a good team that follows your vision and mission and aligns with the hotel’s goals. The hotels triumph is linked to the people hired to represent the brand, so courteous and attentive staff are essential for guest satisfaction. (Lacalle, 2023)  
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