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Introduction
This learning log reflects on the experience of shadowing a supervisory position within an administrative role to critically analyse the importance of work-based skills and analyse common issues related to hospital management. 
The Coldra Court Hotel by the Celtic Collection is recognised as a distinguished hospitality haven due to its seamless blend of sophistication and comfort. The hotel offers a unique hospitality experience to its guests with its warm ambience and modern architecture. The administrative operations at the hotel pay meticulous attention to details making the guest experience seamless from check-in to departure (Coldracourt.com, 2022). At the Coldra Court Hotel, the administration team is dedicated to excellence and demonstrates efficient operations from event planning to room reservation. 
The learning objective for the placement within the Coldra Court Hotel’s HR (Human Resource) is to increase one understanding of how HR contributes to providing guests with an exceptional service experience.
Reflection on Experience and Personal Development
Shadowing a supervisory position within the HR department of the Coldra Court Hotel has provided me with exceptional experience and offered valuable insights into the technical knowledge and work-based skills that are required to meet and manage guest service expectations.
Throughout the experience, I immersed myself in the daily HR operations within the hotel and understood the role of HR in ensuring a seamless guest experience. Witnessing the recruitment process helped me understand the importance of choosing candidates who not only have technical competence but also align with the goals and values of the hotel. Likewise, the supervisor’s role in managing conflict resolution and employee relations taught me the importance of skills, such as communication, diplomacy, and empathy. These skills are a must-have in the hospitality sector because they promote positive customer-employee interaction and ensure effective teamwork (Wood, 2012).
Also, the performance management process at the hotel made me understand the important role a supervisor plays in ensuring continuous professional development by providing constructive feedback and opportunities for training and skills enhancement. Garcia-Buades et al. (2018) also agreed that having a highly competent, well-trained, and engaged workforce helps enhance the set guest service standards. This is true because a professionally developed staff understands the importance of task management and teamwork in a highly collaborative and dynamic workplace as hospitality understands. 
Moreover, I also got an opportunity to observe and learn how legal documentation and compliance are required in the hospitality sector to ensure that hotel abides by the laws. However, I observed that to achieve this, it is important to pay high attention to details. This adherence to the legal policies not only ensures guest satisfaction but also creates a well-managed and secure environment.

Critical Analysis of Technical Knowledge and Work-Based Skills
The important technical and work-based skills required for managing hotel administration, include communication, teamwork, task and relationship management, and knowledge of guest services. 
Communication is specifically given high regard because it allows for increased employee morale and promotes engagement (Tewari, 2009). While Shen et al. (2020) pointed out that communication is important within the hospitality sector to provide guests with precise and clear information. During my placement, I have observed the administration of the Coldra Court Hotel to have exceptional communication skills; they use just the right words with the guests and convey clear orders to the staff. 
Likewise, teamwork benefits the hospitality sector in numerous ways, including enhancing the effectiveness of team members, promoting job-related satisfaction, reducing turnover, and ensuring guest satisfaction (Lee and Lim, 2023). Richards et al. (2012) also added that teamwork is critical to the provision of high-quality and memorable experience guest-experience. It is easily understood through the idea that more hands and minds at work allow for sharing workloads, faster problem-solving, and effective decision-making (ASET, 2017).
At the Coldra Court Hospital, the supervisors and managerial staff have exceptional relationship and task management skills. As supported by Lehto et al. (2020) forming positive relationships with guests is fundamental to their satisfaction. This helps achieve operational efficiency and service excellence, and maintain brand reputation (Indra and Ervina, 2020). The management ensures that the guest reservations, requests, and service deliveries are handled professionally to maintain a high-quality guest experience.

Reflection on Organisational Issues
The entire experience of shadowing provided me with an understanding of how hotels manage to provide seamless guest experience and the common organisational issues experienced. One issue that I observed during my placement was that on one busy day, miscommunication arose between the front desk department and housekeeping staff. This led to delayed room turnover, consequently increasing the waiting time, and decreasing guest satisfaction. This issue affected both the quality of service and operational efficiency of the Coldra Court Hotel. 
This highlighted the importance of well-coordination among teams to achieve optimal organisational efficiency. The incident damaged the reputation of the hotel for providing impeccable and timely service, resulting in decreased guest loyalty and negative online reviews. Additionally, this incident created a backlog of tasks, stressed the staff, and hindered their ability to maintain service standards. 
This incident revealed the importance of a timely communication protocol within the hotel system. “Douglas McGregor’s Theory X and Theory Y” can be used to develop a communication system that allows the staff to communicate and collaborate proactively by fostering accountability in the presence or absence of the supervisor (Kopelman et al., 2008). Moreover, the TQM (Total Quality Management) principles can be applied to ensure continuous improvement of the hotel’s staff through establishing effective cross-functional training and regular performance evaluation (Hussain and Khan, 2020).


Future Action Plan
Through my experience at the Coldra Court Hotel, I was able to identify my areas of strength and areas of improvement. Majorly, I identified the need to improve my communication and task management skills. The experience made me realise that strengthened written and verbal communication skills are required for internal coordination and to improve quality interaction. To enhance my communication skills, I will focus on interacting more with my team members and collecting feedback regarding my communication practices. Also, I will enrol myself on communication workshops that help me improve my written and verbal communication skills. I also observed that the HR staff within the hotel requires high patience, resilience, and adaptability to continue providing the best services even after challenges and issues that are not uncommon in the hospitality sector. For this, I have decided to receive training on task prioritisation, allocation, and time management and research management tools that monitor task progress and streamline HR processes. Also, I might have to indulge myself in more reading and research to increase my knowledge of guest services and management of HR operations in a hotel. This is important to achieve because professional growth within the industry is essential to align with the evolving expectations and needs of the hospitality sector.  

Conclusion
To conclude, The Coldra Court Hotel by the Celtic Collection is a well-recognised hospitality haven due to its seamless guest service provision. The administrative processes pay meticulous attention to details making the guest experience seamless. The shadowing experience at the Coldra Court Hotel increased my understanding of the importance of selecting the right candidates, applying an appropriate performance management system, and legal compliance. While the technical and work-based skills required for managing hotel administration, include communication, teamwork, task and relationship management, and knowledge of guest services. However, despite a strong work culture, hotels are vulnerable to miscommunication among teams which can tarnish the brand's reputation and decrease customer satisfaction. This miscommunication can be handled by developing strategies based on Douglas McGregor’s Theory X and Theory Y and TQM principles.
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