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Description automatically generated with low confidence]                 During my student placement at the Delta Marriott by Waltham Abbey, I had the chance of shadowing the Front Desk Operation Manager, a key figure in the hotel's operations. This position shared a strong relationship with the General Manager, who brought a wealth of experience and a solid background in managing hotels worldwide. In contrast, the Front Desk Operation Manager was a young professional in their first management position, working diligently to develop their managerial skills under the supportive guidance of the General Manager. As I delved deeper into my shadowing experience, I quickly realized that the rapport between these two managers played a vital role in both customer satisfaction and the smooth execution of daily tasks (Nebel & Eddystone, C., 1991). During my observations, it became evident that the young Front Desk Operation Manager highly valued and closely followed the advice provided by the experienced General Manager. The dynamic between them created a harmonious environment where their management styles aligned, and their shared vision for delivering exceptional customer service shone through. This cohesion between their approaches resulted in a seamless guest experience and heightened levels of customer satisfaction (Forne, F., 2015).
The relationship between these two managers was not one-sided, as both managers benefitted from this partnership. While the General Manager imparted their wealth of knowledge and expertise, the young manager's fresh perspectives and innovative ideas brought new energy to the table. This reciprocal learning and growth fostered a collaborative atmosphere within the hotel, leading to improved operational efficiency and enhanced guest experiences (Mirabile, R. J., 1985).
In this section, I will delve into the observations made while shadowing the Front Desk Operation Manager at Delta Marriott by Waltham Abbey and examine the significant relationship they shared with the experienced General Manager. This dynamic duo served as a compelling example of how the interaction between a seasoned leader and an aspiring manager can impact customer satisfaction and daily hotel operations. Through this exploration, we will uncover the valuable lessons learned from their collaboration, the influence it had on the young manager's development, and the resulting positive outcomes in terms of guest experiences and operational efficiency (Chen, I. J., Popovich, K., 2003) .
· Shadowing a Supervisory Position: As a shadow supervisor, I had the chance to observe the day-to-day operations of the hotel's back office and administration department. This hands-on experience provided valuable [image: A logo for a hotel

Description automatically generated with low confidence]insights into resource allocation, marketing strategies, management styles, workplace culture, health and safety practices, software systems, training protocols, and understanding consumer needs (www.youtube.com) .

· Importance of Work-Based Key Skills: Effective hotel administration relies on a range of key skills (Bertrandias, L., Goldsmith, R.E. 2006) . I discovered that communication skills were paramount, as coordinating with various departments and ensuring smooth operations necessitated clear and concise communication. Additionally, organizational skills played a crucial role in managing resources and maintaining a structured workflow. Furthermore, problem-solving abilities and adaptability were crucial in addressing unforeseen challenges and maintaining high-quality service delivery.

· Management Performance Analysis: Through my observation, I evaluated the management performance within the workplace environment. I noted the importance of strong leadership in setting clear goals, providing guidance, and fostering a positive work culture (Conlin, J., 1981). Effective delegation, motivational techniques, and open communication channels were evident in the successful management practices I witnessed.

· Issues in Hotel Administration: Several issues related to hotel administration surfaced during my placement. As Migdal, N., (2015), stated in his work, these included ensuring efficient resource allocation, implementing effective marketing strategies to attract guests, adapting management styles to cater to diverse teams, building a positive workplace culture, prioritizing health and safety measures, utilizing software systems to streamline operations, offering comprehensive training programs, and staying attuned to ever-evolving consumer needs.

· Observing the Front Desk Operation Manager: During my placement, I had the privilege to shadow the Front Desk Operation Manager, who had a close [image: A logo for a hotel

Description automatically generated with low confidence]working relationship with the General Manager of Delta Marriott by Waltham Abbey. The General Manager's extensive experience and established background in managing hotels around the world provided valuable guidance and support to the young Front Desk Operation Manager, who was in his first management position (Arnaldo, M. J., 1981).

· Impact on Customer Satisfaction: The dynamic between these two managers had a significant impact on customer satisfaction and the daily operation tasks of the hotel. The Front Desk Operation Manager closely followed the advice and guidance provided by the experienced General Manager, which resulted in a cohesive approach to delivering exceptional customer service (Melton, H. L., Hartline, M. D., 2010). . The synergy between their management styles and shared vision created a positive atmosphere and a seamless guest experience.

· Mutual Learning and Growth: The relationship between the Front Desk Operation Manager and the General Manager was reciprocal in nature. While the young manager benefited from the wisdom and expertise of the General Manager, the General Manager also gained insights and fresh perspectives from the Front Desk Operation Manager's innovative ideas and enthusiasm (Guerrier, Y., 1987). This mutual learning and growth fostered a collaborative environment, leading to improved operational efficiency and guest satisfaction.

· The Importance of Mentorship and Support: The partnership between the General Manager and the Front Desk Operation Manager highlighted the significance of mentorship and support in developing managerial skills. The General Manager's guidance provided the young manager with a solid foundation for their career growth, enabling them to navigate challenges and make informed decisions (Kim, et al., 2008). This mentorship model served as a valuable resource for the Front Desk Operation Manager's professional development. 
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Description automatically generated with low confidence]The main body of this journal entry explored the crucial role of the relationship between the General Manager and the Front Desk Operation Manager at Delta Marriott by Waltham Abbey. The observations made during the shadowing experience highlighted the positive impact this relationship had on customer satisfaction and daily hotel operations (Jasinkas, E., et al., 2016). The close collaboration and mutual learning between the experienced General Manager and the young Front Desk Operation Manager fostered a harmonious working environment. Their aligned management styles and shared vision led to exceptional customer service and elevated guest experiences. The mentorship and support provided by the General Manager facilitated the professional growth and development of the young manager, enhancing their managerial skills and setting a strong foundation for their future success. Overall, this analysis emphasized the importance of effective managerial relationships in driving operational efficiency and creating a positive organizational culture in the hospitality industry. 
In conclusion, my student placement at the Delta Marriott by Waltham Abbey provided a unique opportunity to witness first-hand the impact of the managerial relationship between the General Manager and the Front Desk Operation Manager. Their partnership played a pivotal role in shaping hotel operations, emphasizing the significance of effective mentorship and support in the realm of hotel administration. The dynamic between the experienced General Manager and the young Front Desk Operation Manager showcased the power of knowledge transfer and the value of embracing fresh perspectives. The young manager's dedication to learning from the General Manager's guidance resulted in a customer-centric approach to daily operations. The mutual respect and collaboration between the two managers fostered an environment where innovative ideas thrived, leading to improved operational efficiency and elevated guest satisfaction (Kim et al., 2010). 
This placement experience has highlighted the importance of mentorship and the positive impact it can have on both individual growth and overall organizational success. The General Manager's role as a mentor provided the Front Desk Operation Manager with invaluable support, nurturing their managerial skills and facilitating their professional development. Moving forward, I am inspired by the fruitful partnership I witnessed and the transformative effect it had on hotel operations. As I embark on my own journey in the field of hotel administration, I am reminded of the significance of mentorship and the immense value it brings. I aim to cultivate strong relationships, [image: A logo for a hotel

Description automatically generated with low confidence]seek guidance from experienced professionals, and embrace diverse perspectives to continually enhance my own skills and contribute to the success of the industry (www.youtube.com) . By exploring the relationship between the General Manager and the Front Desk Operation Manager, this placement experience has provided valuable insights into effective hotel administration and the pivotal role played by supportive mentorship.




















Reference List:
Arnaldo, M. J., (1981). “Hotel General Managers: A Profile.” Cornell Hotel and Restaurant Administration Quarterly 22(3). Pp 53– 56.
Available at: https://journals.sagepub.com/doi/10.1177/001088048102200313 . Accessed on 11/06/2023. Accessed on 13/06/2023.

Bertrandias, L., Goldsmith, R.E. (2006).  “Some psychological motivations for fashion opinion leadership and fashion opinion seeking”, Journal of Fashion Marketing and Management: International Journal, Vol. 10 No. 1, pp. 25-40. Available at: https://www.researchgate.net/publication/244007142_Some_psychological_motivations_for_fashion_opinion_leadership_and_fashion_opinion_seeking . Accessed on : 14/06/2023. 

Chen, I. J., Popovich, K., (2003). Understanding customer relationship management; People, process and technology. Management Journal, 9 (5). Pp 672-688. Available at : https://www.emerald.com/insight/content/doi/10.1108/14637150310496758/full/html?src=recsys&mobileUi=0&fullSc=1  . Accessed on : 14/06/2023.

Conlin, J., (1989). Management Strategy : Get Control ! Successful Meetings 38(7). Pp. 37-42. Available at: https://link.springer.com/article/10.1007/BF01637664 .
Accessed on 11/06/2023.

Forne, F., (2015). Front-Line employees-customer relationship experience : Exploratory case on mission identification in the Spanish hospitality industry. Cuadernos de Turismo, pp 36; pp 197. Available at : https://librarysearch.uwtsd.ac.uk/permalink/44WHELF_UWTSD/1ir6fgh/cdi_proquest_journals_1700484071  . Accessed on : 13/06/2023.

Guerrier, Y., (1987). “Hotel Managers’ Careers and Their Impact on Hotels in Britain.” International Journal of Hospitality Management 6(3). Pp 121– 130. Accessed on : 12/06/1992.

Jasinskas, E., Streimikiene, D., Svagzdiene, B. and Simanavicius, A., (2016).  “Impact of hotel service quality on the loyalty of customers”, Economic Research, Vol. 29 No. 1, pp. 559-572. Available at : https://www.researchgate.net/publication/303093503_Impact_of_hotel_service_quality_on_the_loyalty_of_customers  . Accessed on : 14/06/2023.

Kim, T., Suh, Y. K., Lee, G., Choi, B. G., (2010). Modelling roles of task-technology  fit and self-efficacy in hotel employee’s usage behaviours of hotel information system. Pp 709-725. Available at : https://www.scopus.com/record/display.uri?eid=2-s2.0-78349236962&origin=inward&txGid=1c423efd3491d93054eea2ac274e0670  . Accessed on 13/06/2023.

Kim, T. G., Lee, J. H., Law, R., (2008). An empirical examination of the acceptance behaviour of hotel front office systems; An extended technology acceptance model. Pp 500-513. Available at : https://www.sciencedirect.com/science/article/abs/pii/S0261517707001392  . Accessed on : 14/06/2023.

Melton, H. L., Hartline, M. D., (2010). Customer and Frontline employee influence on new service development performance. 13(4). Pp 411-425. Available at : https://scholar.google.com/scholar_lookup?title=Customer%20and%20frontline%20employee%20influence%20on%20new%20service%20development%20performance&publication_year=2010&author=H.L.%20Melton&author=M.D.%20Hartline  . Accessed on : 13/06/2023.

Migdal, N., (2015). Hotel Law: Transactions, Management and Franchising (1st ed.). Routledge. Available at : https://doi.org/10.4324/9781315771243  . Accessed on : 13/06/1992.

Mirabile, R.J., (1985). “A Model for Competency based Career Development.” Personnel April. Pp 30– 38. Available at: https://www.researchgate.net/publication/328336333_A_Critical_Review_of_the_Literature_and_Practice_of_Competency_Modelling   . Accessed on : 12/06/1992.

Nebel, Eddystone, C., (1991). Managing Hotels Effectively : Lessons from Outstanding GM. New York: Van Nostrand Reinhold. Available at : https://www.researchgate.net/publication/220622966_Attribute_Description_Formalisms_and_the_Rest_of_the_World  . Accessed on 10/06/2023.

https://www.youtube.com/watch?v=DdwLIjfmVCk Successful Managers. 








image5.jpeg
D

DELTA

HOTELS




image6.jpeg
D
DELTA

HOTELS




image1.jpeg
»)

DELTA

HOTELS

MARRIOTT

WALTHAM ABBEY




image2.jpeg
D

DELTA
HOTELS




image3.jpeg
D

DELTA

HOTELS




image4.jpeg
D

DELTA




