Managing Hotel Administration



























Elizabeta Arsova (2119745)
Jessica Newport (BMIH6004)
Learning objectives for placement in front office:
The placement in my hotel's front office aims to achieve several key learning objectives that are required for a thorough understanding and skill development in hospitality management. These goals include gaining a thorough understanding of daily operational procedures, improving customer service skills, and developing technical proficiency with front office management software. Furthermore, the placement aims to improve communication skills, understand teamwork and leadership dynamics, improve problem-solving abilities, and learn sales and upselling strategies.
Shadowing a supervisor in a hotel's front office provided invaluable insight into the multifaceted role of front-line management in the hospitality industry. This experience emphasised the importance of job-related skills and technical knowledge in meeting and exceeding guest service expectations. Observing the supervisor's expert handling of check-in/check-out procedures, guest complaint resolution, and coordination with other departments demonstrated the value of meticulous attention to detail and effective communication (Lashley, 2018).
Understanding hotel management software and other technological tools was especially useful. These tools are critical for ensuring accurate reservations, billing, and guest record keeping, emphasising the importance of technical proficiency in the modern hospitality industry (O'Fallon & Rutherford, 2010). The ability to navigate and use these tools effectively is critical for the front office's smooth operation, as every detail can affect the guest experience. Furthermore, the experience highlighted the value of interpersonal skills. Effective communication and empathy were critical in meeting guest expectations and creating a welcoming environment. This is consistent with Kandampully, Zhang, and Bilgihan's (2015) findings, which emphasise the importance of exceptional customer service in achieving guest satisfaction and loyalty. The ability to communicate clearly, listen actively, and respond empathetically to the needs and concerns of guests is essential for successful front office operations.
Shadowing the supervisory role also provided a better understanding of the dynamics of teamwork and leadership among the front office staff. The supervisor's role in team coordination and motivation, conflict resolution, and ensuring a cohesive work environment was critical to maintaining high service standards. This experience demonstrated the significance of leadership skills in creating a positive and efficient work environment that directly impacts guest satisfaction.
This shadowing experience has greatly enhanced my understanding of the complex, dynamic nature of front office operations, as well as the essential skills required to excel in such a role, thereby advancing both my personal and professional development in the hospitality industry. It emphasised the importance of technical expertise, effective communication, teamwork, and leadership in providing excellent guest service. This practical experience has given me a better understanding of the intricate balance required to effectively manage the front office, preparing me for future roles in hospitality management.
The value of job-related skills and technical knowledge in hotel administration cannot be overstated. These skills are critical for ensuring operational efficiency, increasing guest satisfaction, and upholding high service standards. Several key skills and technical competencies were observed and practiced during the shadowing experience, emphasising their importance in hotel administration. Effective communication, problem-solving, and customer service are critical skills for managing guest interactions and expectations. To satisfactorily resolve issues, for example, dealing with guest complaints and inquiries necessitated clear, empathetic communication and quick thinking. This is consistent with Baum's (2006) emphasis on the importance of strong interpersonal skills in the hospitality industry in order to provide positive guest experiences. 
Technical knowledge, particularly how to use hotel management software, is essential for effective administration. During the shadowing, familiarity with software such as Opera and Micros was essential for managing reservations, processing payments, and keeping accurate guest records. This technical expertise ensures smooth operations and reduces errors, which are critical for guest satisfaction and operational efficiency (Ottenbacher, Harrington, & Parsa, 2009).
Furthermore, the ability to handle administrative tasks like billing, report generation, and data analysis was essential to the job. Brotherton (2012) emphasises that these tasks require both technical skills and an understanding of financial and operational metrics. For example, creating daily revenue reports and analysing occupancy rates provided insights into the hotel's performance, assisting with strategic decision-making.
The shadowing experience in hotel administration provided valuable insights into the complexities and challenges of front-office operations management. One notable incident was a breakdown in communication between the front office and housekeeping departments about room availability. This problem had a significant impact on department performance, customer service, and overall operations.
For example, a lack of communication caused discrepancies between the front office's reservation system and actual room availability, resulting in overbooking and guest dissatisfaction. This is consistent with the findings of Bitner, Booms, and Tetreault (1990), who emphasise the importance of communication in service encounters in managing customer expectations effectively. Furthermore, miscommunication caused a delay in room turnover, which had an impact on the hotel's operational efficiency and revenue generation. The inability to accommodate new arrivals quickly resulted in longer wait times, which impacted guest satisfaction and could lead to negative reviews and decreased repeat business (Harrington and Ottenbacher, 2011).
To address this issue, it is critical to establish a strong communication protocol between the front desk and housekeeping. Using technology, such as integrated property management systems (PMS), can provide real-time updates on room status and availability, reducing the possibility of errors and overbooking (Walker & Walker, 2012). Furthermore, holding regular cross-departmental meetings and training sessions to reinforce the value of communication and collaboration can boost organisational efficiency and guest satisfaction.
The experience gained in guest service operations has revealed areas for improvement in work-related skills and technical knowledge required for professional advancement in the hospitality industry. A future action plan is shown to address these issues and align with personal and professional development objectives. 
To begin, improving communication skills is essential for clear and effective interactions with guests and team members (Spencer-Oatey & Franklin, 2009). Furthermore, becoming proficient in hotel management software and other technological tools is essential for streamlining operations (O'Fallon & Rutherford, 2010). Furthermore, fostering collaboration and teamwork dynamics, improving organisational skills and task management abilities, and prioritising guest service excellence are all important aspects of professional development in the industry (Kandampully, Zhang, & Bilgihan, 2015). 
To address these areas for improvement, a structured action plan is suggested. This plan includes taking communication workshops or courses to improve communication skills, attending training sessions to gain a better understanding of hotel management software, participating in team-building activities and workshops to strengthen collaboration, implementing time management techniques to improve task prioritisation, and attending seminars or webinars on guest service excellence. 
This action plan is consistent with both personal and vocational development goals because it systematically addresses key areas for improvement identified through practical experience. This plan seeks to contribute to ongoing professional development in the hospitality industry by improving work-based skills, technical knowledge, communication, teamwork, task management, and guest service excellence.












Conclusion 
In conclusion, the learning log reflects the transformative impact of shadowing experiences within hotel guest service operations. It emphasizes the indispensable role of practical immersion in cultivating work-based skills, technical acumen, and a nuanced comprehension of guest service standards (Cohen, 2014). Such experiential learning fosters a profound understanding of the dynamic hospitality landscape, enabling individuals to navigate its intricacies adeptly. Moreover, it serves as a catalyst for personal and vocational growth, aligning career aspirations with industry demands (Hayes & Ninemeier, 2009). Through these experiences, individuals not only refine their professional competencies but also cultivate a passion for excellence in guest service, laying a solid foundation for future success in the hospitality sector.
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