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[bookmark: _Toc181679292]Introduction
Working in the supervisory role in the Sales Office and Back Office departments during my 10-week placement at the Kimpton Clocktower Hotel was invaluable, as it allowed me to see what I wanted to do with my life and what I did not. I learned hotel administration from theory and applied it to real-world scenarios through the placement. Gibbs' Reflective Cycle (1988) guides systematically examining one's experiences, feelings, evaluation and learnings (Galli and New, 2022). The objective of this blog is to evaluate the effect of this placement on my professional and personal development, primarily within the areas of work-based skills and technical knowledge.
Learning Objectives:
· To gain hands-on experience in administrative tasks within the Sales and Back Office departments.
· To understand the importance of communication, teamwork, and time management in hotel operations.
· To develop an understanding of customer service strategies and guest satisfaction management.
· We analyse and reflect on administrative challenges and propose solutions based on theoretical frameworks.
[bookmark: _Toc181679293]Section 1: Reflection on Experience and Personal Development
[bookmark: _Toc181679294]Description of the Experience
Regarding the placement, I was asked to help them with administrative tasks from both the Back and Sales offices. I was responsible for guest bookings, fielding inquiries, and creating sales reports under supervision. Once I became more comfortable with these tasks, I began to offer my help on promotional campaigns designed to raise hotel property occupancy levels and revenue. I shadowed a supervisor to learn how much coordination is needed between departments and how complex hotel operations are.
[bookmark: _Toc181679295]Feelings about the Experience
On the first day of the placement, I was pleased with the fast-paced environment and the responsibility of interacting directly with the guests and handling their inquiries. Nevertheless, after the first few weeks, I grew increasingly sure of what I was doing, mainly because I started learning the hotel's systems and internal ways of working. By the end of the placement, I had contributed to the team and built a good base in hotel administration.
[bookmark: _Toc181679296]Evaluation of the Experience
What really hit home for me in this placement was how important communication and teamwork are in a hotel’s environment. Clear communication between departments facilitated operations, and teamwork made problem-solving and helped improve efficiency (Fallon and Rutherford, 2010). For example, I remember helping with guest inquiries with housekeeping and front office teams and how necessary it is to coordinate your entire department to deliver a congruous guest experience. My time management skills improved, but balancing multiple departments' tasks at peak time was exhausting.
[bookmark: _Toc181679297]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
[bookmark: _Toc181679298]Work-Based Skills
While working on the placement, I learned a few work-based skills essential in hotel administration. Communication was one of the most essential skills. I learned how to deal with guest inquiries and reply rapidly and efficiently between departments to maintain high guest satisfaction (Bardi 2010). Teamwork is also essential to meeting operational goals. Working with colleagues from the Front Office and Sales Office taught me about the value of collaboration from different departments, whereas during a busy period, quick decisions needed to be made.
I also practised another essential skill, task management. I taught myself to prioritise and manage multiple tasks simultaneously, including generating sales reports while interacting with guest feedback, to name a few. Hotel administrators must be good at task management because delays in one area can lead to overall delays in hotel operations' planning, development and implementation (Johnston, Clark and Shulver, 2012). I also learned I need to be adaptable, as plans changed quickly, and I had to change with the plans at a quick turnaround time.
[bookmark: _Toc181679299]Technical Knowledge
On the technical end, learning about hotel management software was a big part of my learning. I could check guest bookings, preferences, and room occupancy rates with the software. It helped me understand how much hotels use data for better decisions and guest services (Vallen & Vallen, 2014). I was also taught revenue management techniques, such as dynamic pricing strategies that allowed the hotel to adjust the room rate based on changing maximum to maximise revenue (Rughubalan, 2009).
A second key element was my participation in the Customer Relationship Management (Cutilisedem utilised in the Sales Office. This system assured the guest profiles and preferences that the personalised services for repeat guests would increase guest loyalty and revenue (Wood, 2013). One of the most exciting aspects of the placement was the integration of CRM and booking systems; it shows you how technology can envelop improved customer experiences.
[bookmark: _Toc181679300]Section 3: Reflection on Organisational Issues
[bookmark: _Toc181679301]Organisational Issue Encountered
A central problem was resource allocation during peak periods. During busy weekends or holiday seasons, guest requests could catch up with the administrative staff of the Back Office. During these times, there was a lack of good staffing that resulted in delays in responding to guest inquiries and performing administrative tasks, which had a negative impact on both the staff experience and the guest experience (Hagg, 2013).
[bookmark: _Toc181679302]Impact on the Department
Due to the issue of resource allocation, the department's performance suffered considerably. An increased workload meant less staff to handle it, so response time was sometimes delayed, and there were a couple of booking errors. This dissatisfaction has been demonstrated from a visitor’s perspective. It has put unnecessary pressure on the staff as they worked overtime to accommodate the workload. It showed how poor resource planning directly affects operational performance and guest satisfaction (Casado, 2012).
[bookmark: _Toc181679303]Proposed Solution
One practical solution to this problem would be to use automated systems to answer routine inquiries and tasks like guest cheque-ins or bookings. Staff could free themselves from a manual workload and focus on more complex tasks that need human intervention (Johnston, Clark, and Shulver, 2012). Hiring temporary or part-time employees during the peak period will help keep the essential services to the guests satisfactory during the busiest times.
[bookmark: _Toc181679304]Conclusion
The placement at Kimpton Clocktower Hotel has been instrumental in developing my administrative, interpersonal, and technical skills. The emphasis was on communication, teamwork, and task management as necessary for effective hotel operations. In addition, the management of hotel technology, such as hotel management software and CRM systems, brought me closer to how technology helps boost operational efficiency and provide a satisfied guest experience.
Action Plan
In the next 3 to 6 months, I aim to improve my task management, learn hotel management software and CRM, and enhance my adaptability in changing work environments. To achieve this, I want to enhance my knowledge in other systems like Opera and Amadeus, which are used in hotels all around the world (Bardi, 2010). I will improve my revenue management skills through the mastering of tools such as Revinate, dynamic pricing, and occupancy forecasting. For the development of my team management skills, I will engage myself in leadership positions of small projects. For example, if I am doing a sales team then I will be motivated to present a proposal for an organization’s seasonal marketing strategy. This would enable me to put into practice of working with many people as a team, working on projects, time management, as well as managing resources. Working at Kimpton demonstrated how delegation and accountability are keys to efficient running of a business. 
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