

Module name: Managing Hotel Administration
Module Code: BMIH6004
Student name: Monica-Cristina Grigoruta
Student Code: 2132111



Introduction
Hotel administration has its own vital role in managing the operations by supporting the departments and covering a range of services including the management of marketing, operations, customer services, human resources, and other departments (Raximova, 2024). In Ibis, the administrative function includes ensuring the day-to-day operational needs of the entire department are fulfilled. It also ensures the duties are performed under regulations from guest records to operational logistics (Accor, 2024). This reflection focuses on the supervisory role which I shadowed to gain knowledge of the real-world situation within the hotel administration. This experience aims to provide an overview of my learning and its impact on my understanding of hospitality.
The learning objectives are
· To improve my work-based skills such as operational coordination, data management and problem-solving skills.
· To apply my problem-solving skills in real-world scenarios for supporting administrative issues.
· To boost my leadership skills and understand how administrative functions improve guest service standards.
Section 1: Reflection on Experience and Personal Development
To guide my placement journey, I have chosen the SCHON reflective model. This model helps in understanding the thinking while performing the task and reflection after the event, specified in two stages (Chiapello and Bousbaci, 2022). 
Reflection in Action 
While working in the back office, I was accounted for managing daily schedules, guest data, as well as financial transactions. During this experience, I faced situations that required intense problem-solving ability, especially when there was an issue with guest booking. With the help of another supervisor, we collaboratively addressed the issues, enabling me to quickly propose solutions and avoid disruption to the customer. I also effectively contributed to solving issues within interdepartmental challenges. This allowed me to observe how the administrative process requires effective communication, and teamwork to manage tasks within the back-office department. As interpreted by Zhang et al. (2021), in hospitality, problem-solving skill offers a tentative effort within the available resources and facilitate positive outcomes for the brand. Administrators in the company, put together their determinations to develop genuine solutions. 
Reflection on Action 
Initially, while working in Ibis, I was overwhelmed by the task complexity, especially managed by the back office such as coordinating with other departments, handling guests, staff and the supply chain. However, I grew confidence as I sought feedback from each of the department and made notes for effective administration. As stated by Akhtar et al. (2022), a feedback mechanism is important for the maintenance and establishment of a high-performance workplace and helps in preventing problems. My previous experience in the industry enabled me to learn the importance of active listening and seeking feedback has allowed me to understand other issues as well as my areas of development contributing to personal development. Reflecting on my vocational development, I noted that to develop critical thinking and a strong understanding of operations within hotel settings. This knowledge allowed me to handle the task and resonate with efficient hotel administration.

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Drawing upon work-based skills such as task management, teamwork, and active listening are deemed important in hotel administration. I noted that there was clear communication between the departments which prevents a negative impact on guest services. For instance, if the back-office department does not communicate with the frontline staff regarding the reservation or stocks, it could seriously lead to mishaps. However, effective collaboration helped in coordinating tasks, especially administrative ones with multiple responsibilities. According to Idayanti et al. (2020), communication is a crucial component of organisation in optimising resources, reducing workloads, and boosting interdepartmental coordination. Drawing upon technical knowledge, there were instances where I had to operate software to manage and track the guest data such as reservations, invoices and information. Initially, I found it difficult to manage and understand how important is to have technical knowledge of the tools for effective administrative operations, especially in the back office. According to Indaryanto et al. (2023), digital literacy is a functional skill that enables individuals to handle data on digital devices and software to select or find information, to be creative, collaborative and to communicate with others. This skill is very crucial, especially in the digital era, where customers are highly looking for a seamless and convenient customer experience. Thus, this experience in Ibis has reinforced the importance of digital skills, especially in the hotel setting to provide superior guest service. I realised that with strong work-based knowledge and technical skills, administrative operations in the back-office department can become a cornerstone for guest services.

Section 3: Reflection on Organisational Issues
In consideration of my work placement at Ibis Northampton, I have faced an issue with adhering to coordination among different departments considering the flow of communication within the front-line and the back-office employees for a dinner reservation. This issue had catered to the poor management of reservations for the guests. As opined by Kang (2020), adhering to proper communication among the employees of all the departments of an organisation helps increase the rates of satisfaction among customers while helping them to align with the organisational goals. One such instance I witnessed was the delay in updating the reservation of two guests which resulted in confusion during the process of check-in within the restaurant. This had caused potential delays for the guest while affecting the overall experience of the guest with the hotel. It could be stated that a potential breakdown in communication among team members of an organisation could further lead to inefficiencies in services and lower rates of dissatisfaction among the employees (Curado et al. 2022). Considering this, the operational issue within the organisation had occurred from a shortfall of technical staff and the oversight of the front office, thus creating a mismanagement in administrative operations. The issue could be further analysed using SCHON's reflective Model. This model helps professionals within an organisation to learn from their overall experiences based on two categories namely, Reflection in Action and Reflection on Action (Shah, 2022). Considering the stage of Reflection in Action, I had to adapt to this situation through the process of collaboration with the front-office staff to resolve the underlying issue. This had helped in mitigating the frustration of guests, however, the issues of communication required potential solutions for the long run. It could be stated that improper coordination among the workforce within an organisation leads to having to compromise with the delivery of services, thus affecting the satisfaction of customers (Muchiri, 2022). Therefore, the impact of these issues had affected the performance of both the departments while having to cater to the services of guests visiting the hotel. Within the hospitality sector, the delays in coordinating crucial information related to changes in booking influence the perception of guests negatively while decreasing the efficiency of the hotel (Liu et al. 2021).
Conclusion and Action Plan
Action Plan:
	Objectives
	Specific
	Measurable
	Attainable
	Relevant
	Time-bound

	Improving communication between departments
	Establishing a daily communication protocol between the front-office and back-office staff for guest reservations
	Tracking reduction in booking errors and guest complaints
	Implementing a digital solution with a daily report or meeting
	Ensuring smooth coordination, improving guest service and satisfaction
	3 weeks

	Enhancing technical knowledge of administrative staff
	Conducting training sessions on guest data management software
	Evaluating staff proficiency through tests and tracking software handling efficiency
	Using in-house trainers and online courses
	Improving staff performance and operational efficiency in managing guest records
	1 month

	Increasing problem-solving capability
	Organising problem-solving workshops for administrative and frontline staff
	Monitoring problem resolution times and post-workshop assessments
	Setting up training through collaboration with management, encourage interdepartmental teamwork
	Enables faster issue resolution, improving staff collaboration and guest satisfaction
	2 months


Table 1: SMART Analysis
Conclusion:
Therefore, my placement within Ibis has helped me procure significant insights towards the development of prominent work-based abilities such as communication and technical skills. Reflecting on my work experience, I have observed the importance of digitised literacy and collaboration to effectively resolve organisational challenges. 
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