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Introduction:
During my placement as a Managing Hotel Administration at Hotel Maldron Newcastle, from January to March 2023, I had the opportunity to gain practical experience in the field of hotel management. My responsibilities included managing hotel operations, ensuring high levels of customer service, and coordinating with various departments to ensure smooth functioning of the hotel.

Hotel Maldron Newcastle, is a 4-star hotel, located in the heart of the Newcastle city centre. It has 265 rooms with modern amenities, conference facilities, world class restaurant facility, room service and high standard bar. It was opened in 2018 by Irish hospitality giant Dalata Hotel Group. Hotel Maldron Newcastle (2021) emphasizes the importance of adhering to the policies and procedures in place to ensure a safe and comfortable stay for guests. By following these guidelines, the hotel aims to provide a high-quality guest experience and maintain a safe environment for all visitors. It is the responsibility of all staff members to uphold these policies and procedures to ensure the highest standard of service is delivered to guests. By adhering to these guidelines, Hotel Maldron Newcastle aims to provide a safe and enjoyable experience for all guests, and encourages all guests to follow these guidelines during their stay.

Week 1:
During my first week, I was introduced to the hotel's management team and given an overview of the hotel's operations. I was also familiarized with the hotel's policies and procedures, including those related to health and safety. This helped me understand the importance of adhering to the policies and procedures to ensure a safe and comfortable stay for our guests. (Hotel Maldron Newcastle, 2021)

Week 2 & 3:
In my second and third week, I worked closely with the front desk staff and learned about the importance of good customer service. I observed how the staff welcomed guests, checked them in and out, and resolved any issues they faced during their stay. I also learned about the hotel's reservation system and how to manage bookings efficiently. This experience gave me an insight into the importance of managing customer expectations and ensuring their satisfaction. (Rutherford, 2020)
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Week 4 & 5:
During my fourth and fifth week, I was assigned to work with the housekeeping team. I learned about the importance of maintaining cleanliness and hygiene standards in guest rooms and public areas. I also observed how the housekeeping staff handled guest requests and complaints related to housekeeping. This experience gave me an understanding of the challenges faced by the housekeeping staff and how their contribution is critical to the overall guest experience. (Hotel Maldron Newcastle, 2021)

Week 6 & 7:
In my sixth and seventh week, I worked with the hotel's food and beverage team. I learned about the various types of food and beverage service, including room service, buffet service, and fine dining. I also learned about the importance of menu planning, food safety, and liquor licensing laws. This experience helped me understand the role of the food and beverage department in enhancing the guest experience and generating revenue for the hotel. (Rutherford, 2020)

Week 8 to 10:
During my final three weeks, I worked closely with the hotel's management team and learned about the budgeting and financial management aspects of hotel operations. I learned about the importance of cost control, revenue management, and forecasting. I also observed how the management team analyzed financial data and made decisions based on it. This experience gave me an understanding of the financial implications of various decisions and how financial management is critical to the success of a hotel. (Hotel Maldron Newcastle, 2021)

Limitations and challenges that I have faced during my placement time:

· I identified was poor communication between departments, which resulted in confusion and delays in completing tasks. This problem affected the hotel's efficiency and productivity. To address this issue, hotel has to introduce a regular meeting schedule where the heads of each department meet to discuss current projects, share updates, and resolve issues. I also recommend implemented a communication platform that allowed staff members to share information and collaborate more efficiently. Additionally, need to creates a system where each department was responsible for documenting and sharing information about their tasks, timelines, and progress with other departments. This helped to ensure that everyone was on the same page, resulting in improved efficiency and productivity. (Mihalic & Buhalis, 2013)

· Another issue that affected the Maldron hotel's performance was inadequate guest services. Many guests complained about poor customer service, slow response times, and unclean rooms. Those have several solutions such as provide additional training to staff members to improve their customer service skills, ensuring that they were polite, responsive, and attentive to guests' needs. Maintain a new cleaning schedule that ensured rooms were cleaned promptly, thoroughly, and regularly. According to Noe et al. (2019), training and coaching are effective strategies for improving employee performance. Finally, introduce a feedback system where guests could rate their experiences and provide feedback. According to the feedback to identify areas for improvement and to provide better services to the guests. (Kandampully & Solnet, 2015)

· According to Kotler et al. (2020), effective marketing involves understanding the needs and preferences of customers, developing tailored packages, and using various channels to promote the hotel's services. The hotel was not reaching its target market, which resulted in low occupancy rates. To resolve this issue, the hotel management need to develop a new marketing strategy that focused on attracting the companies target market, market research to identify the demographics, preferences, and behaviours of its target market. Management also needs to collaborate with local businesses and tourism organizations to promote the hotel to its customers and followers. (Fyall & Garrod, 2017)


· Another challenge was managing the diverse workforce, particularly in terms of cultural differences. For example, some staff members had difficulties communicating in English, leading to miscommunication and conflicts. To address this challenge, management should provide language training to staff members who had difficulties communicating in English. Additionally, needs to encourage staff members to share their cultural backgrounds during team-building exercises to enhance understanding and cohesion. According to Robbins et al. (2018), managing a diverse workforce requires developing strategies that promote diversity, inclusivity, and respect for cultural differences.

· Another challenge was developing a positive organizational culture that aligned with the hotel's vision and mission. For example, some staff members had negative attitudes towards work, leading to low morale and poor performance. To address this challenge, hotel has to develop a positive organizational culture that promoted teamwork, creativity, and innovation. And also recognize and rewarded staff members who demonstrated outstanding performance and encouraged them to share their best practices with their colleagues. According to Schein (2019), developing a positive organizational culture requires aligning the values, beliefs, and behaviours of the employees with the hotel's vision and mission.

· Regarding coordination, employees from different departments could discuss their progress, engagement, identify any challenges, and develop action plans. Management has to encourage staff members to use communication tools such as WhatsApp group, Microsoft Teams, emails, text messages, and phone calls to provide updates and seek clarification. According to Hackman and Johnson (2019), effective communication involves developing a shared understanding of the goals, roles, and responsibilities of team members. According to Belbin (2017), promoting teamwork involves developing teams that have diverse skills, knowledge, and personalities.


Conclusion:
Overall, my placement at Hotel Maldron Newcastle was an enriching experience that provided me with an effective understanding of hotel operations. I gained practical experience in managing hotel operations, ensuring high levels of customer service, communication, guest service, marketing strategy, customer feedback, cultural diversity and coordinating with various departments to ensure smooth functioning of the hotel. By adopting these solutions, the hotel could able to achieve higher occupancy rates and will provide better customer service.
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