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Overview of Hotel's Administrative Operations
My placement was at Rossington Hall, a historical hotel in Doncaster, UK, housed in an old castle with a charming yet outdated ambience. Administrative operations were challenging due to short staffing, outdated room locks, old-fashioned check-in software, and manual billing processes. The hotel hosted weddings and corporate events, attracting guests who appreciated the historic setting.
Learning Objectives
1. Acquire a deeper understanding of technical aspects related to hotel administration.
2. Enhance and cultivate leadership abilities and proficiency in problem-solving.
Enhance proficiency in communication and collaboration skills.

Reflection on Experience and Personal Development Using Gibbs’ Reflective Cycle (Gibbs, 1988)
Description: Throughout my time at Rossington Hall, I faced substantial challenges with the hotel's antiquated administrative system. The outdated room locks, and obsolete check-in software were ineffective and susceptible to malfunctions, resulting in extended waiting periods for guests. The manual billing process exacerbated these inefficiencies, resulting in delays and a higher probability of errors.
Feelings: I experienced frustration and stress while managing the antiquated systems. The operational inefficiencies posed a significant obstacle to delivering top-tier service, and I had concerns regarding the adverse effect on guest satisfaction.
Evaluation: The outdated systems significantly impacted the hotel's operations. Guests were dissatisfied with the slow check-in times, negatively impacting their overall experience. Poldrugovac, Tekavcic, and Janković (2016) discovered that ineffective administrative systems can harm the quality of service and the satisfaction of guests. As a result of technological difficulties, the front desk personnel were required to exert more effort, resulting in an elevated workload and heightened stress levels, which could result in exhaustion.
Analysis: The absence of an efficient room lock system has raised concerns regarding security. Newly developed advanced card systems enhance both guest convenience and security compared to conventional locks. Traditional methods, such as manual billing using handwritten documents, resulted in inaccuracies and delays in providing service. According to Arbelo-Pérez, Arbelo, and Pérez-Gómez (2017), enhancing the technological infrastructure of hotels can reduce operational expenses and enhance guest satisfaction, leading to improved efficiency and profitability.
Conclusion: Reflecting on this experience, I realise the importance of modern technology in enhancing hotel operations. Upgrading to more efficient systems would improve guest satisfaction and reduce the workload and stress on staff.

Action Plan:
1. Upgrade Technology: Modernising critical card systems and digital check-in software would significantly reduce check-in times and boost guest satisfaction. Ho (2022) suggests using advanced technology to improve hotel operations and guest satisfaction.
2. Staff Training: Creating comprehensive training programmes is crucial. Gazija (2011) states that staff need ongoing training and development to adapt to new technology and provide excellent service.
3. Enhanced Recruitment: Improved recruitment strategies are needed to address staffing shortages and stabilise the workforce. Arbelo, Pérez-Gómez, and Arbelo-Pérez (2017) stress the importance of a structured recruitment process to attract and retain qualified staff.
4. Implement a Real-Time Communication System: Improved department communication reduces operational inefficiencies. Honma and Hu (2012) suggest a real-time communication system to improve coordination between departments.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Communication: Efficient communication was crucial for coordinating tasks within the team and ensuring clarity with guests. Precise guidance and prompt evaluation were crucial for upholding efficiency and achieving high levels of quality (Bove & Johnson, 2001).
Teamwork: The cooperative atmosphere was crucial, particularly considering the insufficient number of employees. To handle many tasks, especially during events, each team member had to engage in multitasking and provide support to one another (Katzenbach & Smith, 1993).
Task Management: Developing the ability to prioritise tasks and manage time effectively were crucial skills that I acquired during my placement. Being able to handle multiple responsibilities was crucial for maintaining efficient operations (Blanchard & Johnson, 1985).
Personal Skills: Flexibility, meticulousness, and a proactive attitude were required to meet the needs of guests and guarantee a pleasant dining experience. These skills were crucial in handling unforeseen obstacles (Goleman, 1995).
Section 3: Reflection on Organisational Issues
Description of Issue: An important problem was the absence of well-organized training programmes and marketing strategies. The hotel proprietor undertook various responsibilities, resulting in limited availability to attend to these crucial areas. The absence of concentration had an adverse effect on the productivity of the employees and the level of satisfaction experienced by the guests.
Evaluation and Analysis: The absence of structured training programmes meant staff were often unprepared, leading to inconsistent service quality and increased stress among employees. Additionally, the lack of marketing efforts meant the hotel struggled to attract new guests, relying heavily on word-of-mouth and repeat customers. Arbelo-Pérez, Arbelo, and Pérez-Gómez (2017) highlight that well-structured training programmes and marketing strategies are essential for improving operational efficiency and guest satisfaction.
Solutions:
1. Develop Training Programmes: Implement comprehensive training programmes to ensure all staff members are well-prepared to handle their duties (Gazija, 2011).
2. Enhance Marketing Strategies: Develop and implement effective marketing strategies to attract new guests and increase the hotel's visibility (Ho, 2022).
3. Delegate Responsibilities: The owner should delegate more responsibilities to qualified staff members to focus on strategic planning and improving overall operations (Honma & Hu, 2012).
Section 4: Future Action Plan
Create a future action plan utilising the knowledge acquired from guest service operations. Identify areas of deficiency in work-related skills and technical expertise. Provide a detailed plan or set of actions to improve communication, teamwork, task management, personal skills, and guest services. Examine how the action plan corresponds to personal and vocational development objectives and enhances professional advancement within the industry.
Continuous Learning: Staying current with hospitality trends and technologies requires constant learning. Advanced hospitality management courses and technology workshops can help you acquire new skills (Hsin-Wei Fu, 2017).
Skill Development: Leadership and communication skills must be developed through practice and training. Leadership and communication workshops will help manage teams and meet guest needs (Mathai, 2014).
Networking: A hospitality professional network is essential for keeping up with best practices, job openings, and industry developments. Networking promotes career growth by sharing ideas and experiences (Nicely, 2016).
Facility Improvements: Enhancing guest experience and operational efficiency requires advocating for energy-efficient appliances, modern décor, and updated facilities. Continuous improvement and quality management are essential for hospitality excellence (Gazija, 2011).
Implementing Modern Technology: Modern critical card systems and digital check-in software improve efficiency and guest satisfaction. Ho (2022) notes that advanced hotel technology reduces check-in times and enhances security.
Comprehensive Staff Training: Comprehensive training is necessary to master new technologies and provide excellent service. Mitreva (2019) suggests that staff need ongoing training and development to adapt to new technology.
Enhanced Recruitment Strategies: Improved recruitment strategies are needed to address staffing shortages and maintain a stable workforce. Arbelo-Pérez, Arbelo, and Pérez-Gómez (2017) stress the importance of a structured recruitment process.
This future action plan focuses on continuous learning, skill development, networking, facility improvements, and comprehensive staff training. While this plan will enhance my skills during my placement, it will also significantly benefit Rossington Hall's operational efficiency and its future employees. For instance, modernising critical card systems and digital check-in software, as highlighted earlier, will reduce check-in times and enhance guest satisfaction. Comprehensive staff training programs, which I found crucial during my practice, will ensure that future employees are well-prepared to handle their duties efficiently. Implementing real-time communication systems will improve coordination among departments, addressing the operational inefficiencies I observed. These methods can boost guest satisfaction and keep the hotel ahead in the hospitality industry.

Conclusion
My placement at Rossington Hall was instrumental in developing my work-based skills and technical knowledge in hotel administration. The experience highlighted the importance of modernising administrative systems and investing in staff training to enhance efficiency and guest satisfaction. This placement and my academic journey have equipped me with the tools to excel in the hospitality industry. Personal and vocational development are crucial in shaping my future career aspirations, and I am committed to continuous improvement and professional growth in this field.



















References
1. Arbelo-Pérez, M., Arbelo, A., & Pérez-Gómez, P. (2017). Impact of quality on estimations of hotel efficiency. Tourism Management, 61, 200-208.
2. Fu, H. (2017). Organisational Learning and Organisation Innovation in the Tourist Hotels - An Empirical Study. Eurasia Journal of Mathematics, Science and Technology Education, 13(10), 6347-6356.
3. Gazija, A. (2011). Importance of Staff Training in Hotel Industry Case Study: Hotel Dukagjini. ILIRIA International Review.
4. Gibbs, G. (1988). Learning by Doing: A guide to teaching and learning methods. Oxford: Further Education Unit.
5. Ho, C.Y. (2022). Applications of Robot Staff in Hotels. International Journal of Hospitality & Tourism Administration.
6. Honma, S., & Hu, J. (2012). Analyzing Japanese hotel efficiency. Tourism and Hospitality Research, 12(2), 155-167.
7. Mathai, R. (2014). Impact of Robust Technology-Training Through E-Learning in Corporate Hotels in India. Journal of Management and Research, 6(3), 159-170.
8. Mitreva, E. (2019). Management with the System of Education and Motivation of Employees in the Hotel Industry in Macedonia. Proceedings on Engineering Sciences.
9. Nicely, A. (2016). Networking Choices: How Hotel Managers Can Boost Their Learning from Networking. International Journal of Hospitality Management, 1-7.
10. Poldrugovac, K., Tekavcic, M., & Janković, S. (2016). Efficiency in the hotel industry: an empirical examination of the most influential factors. Economic Research-Ekonomska Istraživanja, 29(1), 583-597.


