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Introduction

During my Level 6 placement at Holiday Inn Sunderland, I participated in different departments. One of the most insightful areas I worked in was Hotel Administration. This included observing how front office duties, sales calls, and coordination between departments supported the business side of hotel operations. It was different from my previous experiences in food and beverage or housekeeping, as this involved guest relations, sales strategy, and admin responsibilities.

My 3 key learning objectives were:
1. To observe how guest service links to back-office operations like sales and record keeping.
2. To understand the role of communication and technology in hotel administration.
3. To reflect on how leadership and organisation shape guest experience through administrative work.

Section 1: Reflection Using Kolb’s Learning Cycle

To understand what I learned from this experience, I used Kolb’s Experiential Learning Cycle (1984), which includes four stages: concrete experience, reflective observation, abstract conceptualisation, and active experimentation.

Concrete Experience

One of the most memorable moments during my placement was when Patrick, the manager, called me into the office while I was working in the food and beverage area. He asked me to help with sales calls to past corporate clients. The goal was to let them know about a new discounted corporate rate and encourage them to make another booking.

Before I started, Patrick gave me a printed script to help guide the conversation. The message I shared over the phone said:
SCRIPT:
Do you have a travel department or someone who looks after hotel bookings within the company?
I’m calling from Holiday Inn Sunderland. We noticed your company has placed some bedroom reservations with ourselves in the past and we wondered if you’d be interested in agreeing a corporate rate?
If they ask what you mean: We can offer fixed reduced rates for your company when staying in the area, we would just need come more details in order to propose effectively.
If yes: Can I just grab some details from you and my sales manager will follow up with you?
(Ask for best contact name and email address so I can follow up!)

This script helped me feel more confident and professional when making the calls. Even though I was nervous at first, I read through the script several times and practised it out loud before starting. Since I had never done hotel sales work before, having the structure really helped. This showed me how important it is to use the right tone, sound confident, and be prepared when speaking with customers in hotel administration.

Reflective Observation

At the start, I felt a bit out of place in the admin office because I was used to more hands-on roles like cleaning or helping in food service. But over time, I started to understand how important admin tasks are in supporting the front-of-house operations. For example, if booking details aren’t recorded properly, guest requests or group arrivals could be missed. If no one follows up with corporate clients, the hotel could lose out on important business.

I also saw how closely the front desk and admin teams need to work with other departments. For example, if the admin team forgets to tell the F&B staff about a large group booking, the kitchen might not prepare enough food. This made me realise that strong communication between teams is key to running a successful hotel. Another thing I noticed was how much admin staff rely on technology. They used booking systems, spreadsheets, and filing systems to keep track of customer details. I learned that handling this data carefully is very important, especially because it includes personal information like names, phone numbers, and addresses. 



Abstract Conceptualisation

Thinking back on this experience, I realised how it helped me connect what I learned in class with what happens in real hotels. In the module Managing Hotel Administration, we studied how hotels use systems like PMS (Property Management Systems) to handle bookings, payments, and guest records (Walker, 2021). I saw how these systems are used every day to make sure guests are looked after properly and that mistakes are avoided.
I also paid attention to Patrick’s way of managing. He was organised and gave me clear instructions, but he also trusted me to handle the calls. This reminded me of the situational leadership theory we learned about in earlier modules. According to Hersey and Blanchard (1988), good leaders change their style depending on how experienced or ready the staff are. Since I was new to sales, Patrick supported me at the start but also gave me space to learn by doing.

Another idea I thought about was customer relationship management (CRM). Hotels use CRM to stay connected with past clients and encourage them to book again. By calling businesses and offering special deals, we were helping build that long-term relationship. This is something big hotel chains focus on a lot, and it was interesting to see it in real life (Peppers & Rogers, 2016).


Active Experimentation

This experience showed me that I still have a lot to learn about admin tasks. I’m usually comfortable speaking to guests face-to-face, but I felt a bit nervous when talking on the phone. I also noticed I paused too much, especially when I got questions, I wasn’t expecting.

Action Plan:
· Practise doing mock phone calls at home to become more confident with speaking.
· Watch YouTube videos that teach professional phone skills for hospitality.
· Learn more about data protection rules in admin work, like how to handle private information and write proper emails.
· In my next placement or job, ask the manager if they can give me a quick demo of how the PMS system works, even if it’s just a short explanation.

Section 2: Performance Reflection

Role of Hotel Administration in Guest Satisfaction

Before doing this placement, I didn’t realise just how much the admin team impacts the guest experience. They’re responsible for things like confirming bookings, sending invoices, organising sales promotions, handling complaints, and preparing reports. If even one of these tasks goes wrong like a booking error or incorrect bill, it can directly affect how the guest feels and harm the hotel’s reputation (Lolli, 2013).

This made me understand that guest satisfaction isn’t just about being friendly at the front desk, it starts with getting everything right behind the scenes. For example, if a company books a meeting room and the admin team forgets to log it properly, it could lead to confusion, unhappy clients, and even loss of business.

At Holiday Inn Sunderland, I noticed that the admin team followed clear processes for handling bookings and enquiries. They seemed to use a standard operating procedure (SOP) to stay organised. This really impressed me because I saw how SOPs help reduce mistakes and keep things running smoothly. I now understand how important consistency is in hotel operations (O’Fallon & Rutherford, 2011).


Staff Culture and Communication

The culture in the admin office was more formal compared to the F&B or housekeeping teams, but it was always respectful. People didn’t chat as much socially, but they communicated clearly and professionally. Everyone knew their role, and tasks were divided well so nothing was missed.

What I learned is that having a clear structure helps avoid confusion, especially when things change quickly. In hospitality, changes happen all the time, and an organised admin team can really make a difference in keeping things under control (Jones et al., 2016).

I also noticed that, even though the admin roles didn’t vary as much as other departments, they carried more responsibility especially with data, privacy, and deadlines. It felt like the admin team is the “backbone” of the hotel. They’re not always visible to guests, but their work is just as important to the overall experience.




Section 3: Service Improvement Proposal

Issue Identified:
There wasn’t enough staff and also not enough training for new or rotating staff on how to carry out basic admin tasks.

Justification:
When I was making sales calls, I wasn’t sure how to save follow-up notes or which folder to put them in. Patrick had to stop what he was doing to help me. There weren’t any written guides or handouts to explain these things. In a busy office, this can lead to mistakes or wasted time if staff keep asking the same questions.
Suggested Improvements:
1. Create a Simple ‘Admin Starter Pack’
A short printed guide that explains how to do key admin taskslike logging calls, saving files, and reporting to the right person. This would help new staff get settled quickly and reduce confusion (ASET, 2017).
2. Introduce Short Desk Training Videos
A quick 5-minute screen recording showing how to use the hotel’s PMS system and how to safely store client details. Visual training helps people learn faster and saves time for managers (Baum, 2007).
3. Weekly ‘Task Catch-Up’ Slot
Set aside 15 minutes every Friday for admin staff to review unfinished tasks and double-check important details. This would improve communication and help prevent errors (Lashley, 2018).

Expected Benefits:
· New staff will feel more confident and need less help.
· Managers will save time from repeating instructions.
· Fewer mistakes will be made with guest records or bookings.
· Communication between the admin team and front office will improve.



Conclusion

Working in the Hotel Administration department gave me a whole new perspective that I hadn’t experienced in guest-facing roles. I saw how the work done behind the scenes like using technology, staying organised, and following systemsmakes a big difference to the hotel’s success.

Kolb’s learning cycle helped me understand how my experience connects with the theory I’ve learned. I reached the goals I set for this placement: I saw how admin supports guest service, I learned how important tech and communication are in this role, and I reflected on how good leadership can boost staff confidence.

Moving forward, I want to keep learning about admin work, especially how PMS systems operate. I believe that understanding both the front-of-house and back-office sides of hospitality will help me become a well-rounded hospitality professional in the future.
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