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1. Introduction

During my placement at IBIS Birmingham New Street Station, I had the chance to learn directly by working in the hotel’s administration department. I worked mostly with the Assistant General Manager, Kalana Jayawardhana, who gave me tasks such as helping with the staff rota, keeping track of supplies, checking and recording guest bills, and filing different types of reports. I also got to watch how different hotel departments like Hotel Administration, Guest services, and food & beverage (F&B) communicate and work together to make sure the hotel runs properly every day.

Before starting this placement, I set myself three main learning goals, which I focused on throughout:
1. To learn how the administration team helps with daily hotel operations and makes sure guests are happy because I wanted to understand how admin work supports what guests experience during their stay.
2. To understand how things like schedules, budgets, and back-office systems are managed because I was curious to see how the hotel keeps everything organised behind the scenes.
3. To build useful admin skills because like how to organise data, file documents properly, and read or prepare reports that help managers make decisions.




2. Reflection Using Gibbs’ Reflective Cycle

2.1 Description

While I was in the hotel’s admin department, I mainly helped with shift planning, inventory records, guest reports, and checking invoices. I worked with the team to update the weekly rotas on Excel and helped track purchases for the kitchen and housekeeping teams. I also got a chance to see how the night audit works, and I supported with preparing daily financial summaries.
One problem I noticed happened on a busy Thursday when housekeeping was short-staffed. No one had updated the rota to show who was working, so rooms weren’t cleaned on time. This made some guests wait longer to check in, and it caused extra pressure on both reception and housekeeping. This experience showed me how even small admin tasks, if missed, can create big problems for guest satisfaction.

2.2 Feelings

At the beginning, I felt quite nervous and out of place. The admin office was quiet but full of pressure. I didn’t want to make a mistake in a spreadsheet or report that could confuse the team. But Kalana and the other staff were really supportive. They gave me chances to try tasks like checking delivery invoices and matching purchase orders with what had actually been received. I felt proud when Kalana trusted me with helping on the rota, and said that my suggestions were useful.

2.3 Evaluation

What went well:
I learned how to check invoices against what the hotel ordered from suppliers, and how to use Excel formulas to track spending and costs. I also learned useful tips about rota planning and how managers try to guess when the hotel will be busier or quieter.

What could be better:
Some of the admin tasks, like updating rotas and stock sheets, were still being done manually. If someone forgot to update them, it caused delays or confusion in other departments. Also, there was no system to remind managers when supplier prices changed, which led to small overspending.

2.4 Analysis

I now understand that hotel administration plays a key role in guest satisfaction. Even though guests don’t see the admin work, it affects their stay whether their room is clean, whether there are enough staff on duty, or whether the billing process and check out runs smoothly.
Studies show that using digital admin systems like Hotelkit and Deputy can help hotels with automated staff scheduling, tracking orders, and reducing mistakes (EHL Insights, 2024). Another report by NetSuite (2023) also says that using tools like colour-coded dashboards and alerts for things like low stock or missing staff helps managers act faster and avoid problems.
If admin teams use data to spot busy periods before they happen, they can plan ahead like hiring casual staff or ordering more supplies early. A hotel like IBIS could really benefit from digital systems like these, especially to avoid manual errors and improve teamwork across departments.


3. Development Journey

Before this placement, I had only learned about hotel administration through theory in class. I knew the terms and processes, but I hadn’t really seen how they worked in real life. This placement gave me the chance to put that knowledge into practice.
One key moment for me was when I helped update the rota and noticed that more guests were asking for early check-ins on Fridays. I suggested that housekeeping shifts could start a bit earlier to prepare more rooms in advance. Kalana liked the idea, and it was tested the following week. After that, the number of check-in complaints went down. That made me feel proud because I saw how a small admin decision can make a big difference for guest satisfaction.

I also learned how admin work connects to other parts of the hotel. For example:
· If invoices are not paid on time, suppliers might delay deliveries.
· If the rota isn’t updated properly, rooms may not be cleaned in time, which affects check-ins.
This showed me that admin staff need to be organised and think ahead, not just focus on paperwork. Overall, this placement helped me grow by showing me that admin roles are active, problem-solving jobs that are just as important as guest-facing work.



4. Creative Improvement Proposals

Based on what I saw during my placement and some of my own past experiences, here are five real and useful ideas that could help IBIS improve how the hotel administration team works.

1. Use Digital Scheduling Tools with Staff Swap Options
At the moment, the staff shifts are planned weekly and are quite fixed. If someone gets sick or wants to swap a shift, they have to call the manager directly. This can be stressful for both the staff and the manager.
Apps like Deputy make things easier. Staff can:
· Request shift swaps through the app
· Get automatic reminders
· Clock in and out using their phone
This would:
1. Save time for managers
2. Make sure all shifts are covered properly
3. Improve staff morale and reduce absences
Even though this is just a small digital upgrade, it could really help reduce rota mistakes and improve communication across the team.


2. Add Budget Alerts for Admin Staff
During my placement, I noticed that some supply prices had gone up, but no one noticed until later because there were no alerts. This could lead to overspending without anyone realising it. An easy fix would be to use tools like ProcureWizard, or even Google Sheets with built-in alert formulas, to send a warning when the spending goes over the budget.

This would help:
· Keep spending under control
· Avoid end-of-month surprises


3. Use Dashboards to Track Occupancy and Staff Costs
Another idea is to create a simple, one-page dashboard every week. It could use colour codes to show:
· How full the hotel is (occupancy of guestss)
· How many staff hours were used compared to number of guests
· Cost per occupied room
This would help managers:
· Make faster decisions
· Plan better during busy periods, like holidays or big events
Even a simple version using Excel could make a big difference for admin planning.

4. Monthly Meetings with All Departments (Just 30 Minutes)

Sometimes, I saw that admin and housekeeping didn’t update each other on time. This led to problems like cleaning delays or confusion over who was on shift.
One solution is to have a short monthly meeting where people from housekeeping, reception, bar, and admin come together to talk about:
· Budget updates
· Staff feedback
· Guest complaints or compliments
This would build stronger communication between teams and help prevent small problems from becoming bigger issues.

5. Add Guest Loyalty Perks Through Admin
From my own experience as a guest, I once stayed longer at a hotel and was surprised with a thank-you note and a free drink coupon. It made me feel special, and I chose that hotel brand again later.
IBIS could do something similar. The admin team could print small loyalty notes like:
· “Thanks for staying 3 nights, enjoy a drink on us!”
· “Your return visit means a lot, here’s 10% off breakfast.”
This could be done once a week and wouldn’t take much time, but it would have a big impact on how guests feel. It also helps increase return bookings.

5. Implementation Plan & Expected Results
	Action
	Timeline
	Expected Benefit

	Try out Deputy or a digital rota system
	2–3 weeks
	Improves staff planning and reduces missed shifts

	Set up budget alerts in Google Sheets
	1 week
	Warns managers early if spending goes over budget

	Start using weekly dashboards
	2 weeks
	Gives quick insights to help managers make decisions

	Hold monthly cross-department meetings
	Monthly
	Better teamwork and fewer communication issues

	Print guest loyalty notes (admin-led)
	Weekly
	Improves guest return rates and boosts reviews online




These ideas are all low-cost but high-impact. They don’t need big budgets or long training but can really help admin staff work more smoothly and make guests happier at the same time.


6. Conclusion

Before starting this placement, I didn’t realise how important hotel administration is. Now, I understand that every part of a guest’s smooth experience from having a clean room to paying their bill on time depends on a well-organised admin team working behind the scenes.
I learned that shifting from manual tasks like paper schedules or basic stock sheets to smart digital tools can reduce mistakes, save time, and even improve how staff feel about their jobs. Small actions like printing loyalty notes or setting budget alerts can have a big impact on both guests and staff.
This placement showed me that admin isn’t just about handling documents or spreadsheets. It’s really about people, planning, and paying attention to details. I now feel a lot more confident to take on similar roles in the future and see admin work as a key part of making a hotel successful.
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