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Executive Summary.
This Student Learning Log will reflect on the practical part at the hotel placement at Hilton hotel, Watford and will highlight all practical aspects that were taught during the lectures at university, also provide the insights that are required to manage administrative systems in an effective way within the departments such as: Sales, Human Resources and Finance.



























Managing hotel Administrative Operations seems a very responsible and busy position, which skilful general manager do. The hotel Operations/Administrative manager is a professional who oversees all aspects and issues which hotel faces day-to-day activities. That aspects can be staff managing, as HR Department, ensuring that hotel policies and procedures are followed, liaising with other Departments such as F&B Department, Housekeeping, Front Desk/Reception and Maintenance. However, depending on the size of the revenue, the administrative role of a manager can differ between the hotel Operations manager and hotel general manager, where the first, focuses on daily hotel operations, while the second one, is responsible for managing and overseeing all the hotel aspects, including marketing, guest relations and finance/budgeting.(Eposnow, 2023)
According to Kolb, D.A. (1984) Reflection Model, there are 4 steps to reflect on experience you had: Concrete experience; Reflective observation; Abstract  conceptualisation; Active experimentation. At first stage/step of Reflective  Model, can be analysed the Concrete experience at hotel placement in Watford, at Hilton London and in particular the Administrative managerial role at this property.( Simply Psychology, 2023)
The Hilton London, Watford, there are only two Administrative Departments which are: Front Office and Sales Department, the Finance department, HR Department are in London, where is Hilton Headquarters located.
Reflective observation and Abstract conceptualisation, as next stages of Reflection Model, on those two Administrative Departments: Sales Department and Front Office Department, as a student, I can say it was very useful and productive. I’ve learned a lot of new things and procedures which I will describe below. Sale Department, at Hilton Watford is the biggest department, because in particular that hotel is focused on Events holding, both: Corporate Event type such as: Conferences, Trade shows, Seminars, Team building, Product/Service launch and Corporate Parties and Non-Corporate Events: Weddings, Charity events, Sport events, Birthday Parties and Christening Parties.(Event Academy,2023)
 The last stage of Reflective model, the Active experimentation on Sales Department focuses on taking booking of the Conference rooms and it oversees the Event that occurs in that room. I was present when the person in charge was booking a meeting room, I have seen and heard what the requirements for the booking was. I was taught how to ask the customers’ requirements and to confirm all the customer details. After taking a booking and its confirmation, the next step is ‘Handling over’ the booking to other Departments through ‘Delfa’  operating system. What’s Delfa? It is a database where all customers details and requirements are kept, also, availability and pricing of conference rooms are. All the customers information needs to be updated before the Event, it is when, the manager gives another call to the customer, to confirm all that been arranged before. If there are any changes, there are a special ‘Change Log’ in the system(Delfa) where can be managed a change, for example the number of attendees or beginning of the Event and even menu. After all set, the booking is posted on ‘OnQ’ the hotel operating system which is connected with all operating departments to let them know that they have an Event and what are the requirements. Every morning is checked if there are any Bank Statements if the payment arrived on time. Also, the Sales Department directly dealing with complaints of the Events, by replying back to the customer as soon as possible. The department concern and goal are Guest Satisfaction! Because as duty manager, Nikki said: Happy customers, happy business!!If customers are satisfied with their stay or event, they will come again and will recommend the hotel to the other, in that way the guest satisfaction it is very important and vital for the hospitality industry.
Communication, as Nikki said, is the most important criteria when dealing with a customer. They highlighted in the Communication:
· Top-down approach
· Adapting style
· Attention to details
· Relationship: Colleague and Client
· Empathy
· Integrity
· Quality of Result 
Also, I was taught about another compartment of ‘Delfa’ system, the ‘Demand Calendar’ where is the Pricing of the conference rooms and availability of them. According to that calendar the hotel occupancy can go up or down and in that way the Pricing differs when Event occurs. In the ‘Demand Calendar’ all the demands have their colour: Red, Blue, Green, where, Red-means Prospect(Enquiry), Blue- Tentative(Waiting for Payment transaction) and Green- Confirmation.
The Events in this premise are different, also customers demand is different, some of them require just the room itself and refreshments, which means snacks and drinks, the other hand the other can demand some enchantment of the Event such as special effects, AI effects and holograms, in that cases the hotel have reliable partners for the AV(Audio-Video) Equipment for designated Events of any desires. There also are Events where the customer wants to bring their own food and beverages, which is allowed in that premises, by providing small kitchen and bars to be used for the Event.
The Sales Department management style, according to Blake and Mouton Grid, can be classified as Team Management where the Concern of People is high and the Concern of Production/Result is high, you can easily highlight that management style by looking at ‘hive’ of busy people and the ‘Demand Calendar’ is all in green!

At Front Office or Reception, I was introduced to their operating system which differ a little from that operating system: Opera, that we’ve been taught at university. Hilton is using ‘OnQ’ as operation system, it is basically the same as Opera, because it is the same data base criteria, but with some distinguished details, to me it seems more modern and with more facilities.
I was taught how to make a reservation, how to check-in and check-out a guest, how to update and upgrade an existing reservation. Also, the Front Desk deal with guests directly, and that’s why is very important ‘to wear’ a big smile, which is a part of uniform. Responding to customers review and customers complaints also it is a part of Reception manager duty. I was shown how politely to respond to a guest complain and deal with the complaint, by simple, an apology letter, or in some cases offer a discount for the next stay at the hotel or some bonus points for the loyal customers. 
 Also, NORI it is a division of database of OnQ, which are dealing with upselling rooms and bookings. Virtual Credit Card(VCC) is widely used by the big companies which are making a reservation for their employees to stay at the hotel or planning an Event or Conference, I was taught how to use VCC for the first time.
The Front Office managerial style of Leadership can be classified as Team Management style, according to Blake and Mouton Managerial Grid which measures a leader, which at this particular department is Divina, where she always keeps reminding to her subordinates and team members: to lead by example! At Reception Department the results are high: The Concern for people and Concern for production are both high, because as I’ve seen, the managerial role is excellent executed, as Stewart, R.(1982) mentioned the role of the manager on daily base management challenges which the managers face and, also help them to navigate the choices and decisions that they need to make.(Management pocket books,2016)
As a Conclusion of my practical part at these departments, I can say that there are not any managerial issues, but as lost opportunity it can be highlighted the amount of time at these departments, if it would be more time to observe and analyse the departments, not only 2 weeks in each department, probably I would find a real issue which departments are struggling.
The Administrative management refers to how to maintain and manage a business or an organisation, and the ability to create a formal structure that facilitates the achievements of business targets.(Indeed,2022) In other words to be the brain, which connects hands and legs of an organisation and lead it to the success, or in worst cases to an eminent bankruptcy, that’s why it is considered ‘The vital’ department of an Organisation. 
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