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The administrative department of Holiday Inn Birmingham City Centre is essential to making sure that all departments—human resources (HR), guest services, and operational management—run smoothly. In order to learn more about administrative duties and responsibilities, my placement concentrated on shadowing a receptionist job in the HR department. My goals for learning were to become more proficient in cooperation and communication, grasp the subtleties of HR management, and create efficient task management plans to meet and beyond standards for guest service (Cascio, 2015).
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I spent my placement watching and taking part in a variety of administrative duties while working as a receptionist under a duty manager in the HR department. This experience was very helpful in illuminating the need of technical expertise and work-based abilities necessary to handle expectations for guest service (Gilley et al. 2012). I saw, for example, how important good communication is to handling staff schedules and customer complaints, which have a direct influence on customer satisfaction (Clampitt, 2016).
Looking back on my academic and professional growth, I can say that my prior work experience and academic background have greatly aided in my comprehension of the critical skills needed in HR. While earlier jobs sharpened my practical abilities, my academic background gave me theoretical understanding (Kolb, 1984). Together, these factors helped me to understand the value of cooperation as joint efforts often resulted in better problem-solving and better service delivery (Tjosvold, 2008).
Using the phases of concrete experience, reflective observation, abstract conceptualization, and active experimentation, Kolb's Learning Cycle (1984) directed my reflection process. Participating actively in HR activities, thinking back on these encounters, coming up with improvement plans, and putting these plans into practice helped me to grasp the administrative function in a hotel environment better (Kolb, 1984).
One project I worked on during my placement, for instance, was to rethink the staff onboarding procedure. To complete this assignment, I had to see the current process in action (real experience), make reflective observations on areas that needed improvements, conceptualism an abstract new onboarding framework, and help put the changes into practice (active experimentation). This iterative procedure highlighted how Kolb's Learning Cycle may be used practically and emphasises the need of introspection and flexibility in professional growth.
My own experience has also made clear how important good communication is. I saw firsthand how the duty manager's regular, unambiguous communication reduced misconceptions and promoted a productive workplace. This gave concrete instances of how theoretical ideas I had studied—like the value of communication in leadership—are used in the actual world.
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Effective management of hotel administration depends critically on technical expertise and work-based competencies. I learnt a lot of important skills throughout my shadowing experience, such as data analysis, time management, and conflict resolution (Robbins & Judge, 2019). For instance, managing a dispute between two workers needed in-depth knowledge of Labour laws and corporate regulations in addition to interpersonal abilities (Armstrong, 2016).
Unresolved disputes may result in poor morale and reduced production; hence conflict resolution is an essential HR management competence (De Dreu et al., 2001). I saw the duty manager use empathy, active listening, and negotiating techniques to settle an employee conflict. Effective conflict resolution depends on keeping a neutral position and making sure that all parties feel heard and appreciated, as this experience showed (Robbins & Judge, 2019).
Producing reports and keeping correct personnel records required technical expertise, such as expertise with HR management software (Stone & Deadrick, 2015). Better operational effectiveness and decision-making were made possible by these instruments. My own experience made clear how crucial it is to keep learning new things and adjusting to new technology in order to be successful in an administrative position (Gomez-Mejia et al., 2012).
I helped, for example, move staff records to a new HR management system. In this work, personnel had to be trained on the new system and data entered. The experience made clear how important technological expertise is to guarantee data correctness and simplify administrative procedures. It also reaffirmed the value of flexibility and lifelong learning in being current with technology (Kavanagh et al., 2017).
To simplify procedures, one important finding was the combination of technical expertise with work-based abilities. For example, automating scheduling using software not only saved time but also decreased mistakes, which helped to run more smoothly and with happier employees (Kavanagh et al., 2017). Keeping up high standards of guest service and improving operational efficiency need this blend of talents and technology.
Time management is one more essential ability I acquired. It needs good prioritising and organisation to manage many responsibilities, like going to meetings, responding to employee questions, and working on projects. The excellent time management of the duty manager taught a crucial lesson about the need of delegation and preparation in sustaining productivity and lowering stress (Blanchard & Johnson, 1981).
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One problem I ran across during my placement was staff performance management. Employee discontent brought on by a disparity in performance reviews lowered morale and productivity (Anguini’s, 2019). This instance made clear how important fair and open assessment procedures are to keeping a motivated staff (Murphy, 2020).
This problem seriously hampered the department's effectiveness as it slowed down processes and raised attrition rates. Staff who lacked motivation was less likely to provide excellent service, therefore indirectly affecting guest services (Sparrow, 2016). I recommended, in order to guarantee transparency and impartiality, putting in place a more uniform assessment system that included frequent feedback sessions (Latham & Locke, 2007).
Using pertinent ideas, including Maslow's Hierarchy of Needs, strengthened the need of attending to employee issues in order to raise performance and motivation (Maslow, 1943). A more involved and productive workforce might be developed by the company by making sure that the psychological and fundamental requirements of its workers were satisfied (Herzberg, 1966).
At one point, I saw the duty manager do performance evaluations. Because the evaluations were inconsistent, staff members felt biassed and confused. This experience made evident how important it is to have a uniform assessment system with precise standards and frequent, helpful criticism. Such a paradigm when put into practice may improve employee happiness, openness, and fairness (Anguini’s, 2019).
My solution to this problem was a performance management system built on frequent check-ins and SMART targets (Specific, Measurable, Achievable, Relevant, Time-bound). This strategy is consistent with the 2007 goal-setting theory of Latham and Locke, which stresses the need of establishing precise, difficult objectives and offering feedback to improve performance. Performance may be enhanced and staff motivation and feeling of purpose can be fostered by this method by matching employee goals with organisational goals (Latham & Locke, 2007).
Moreover, problems connected to performance may be addressed by encouraging an atmosphere of honest communication and ongoing development. Employee ownership and involvement may be raised by actively including them in the assessment process and encouraging them to provide comments. This strategy is consistent with the motivation-hygiene theory developed by Herzberg (1966), which postulates that raising the level of work happiness and productivity of employees might result from empowering them and attending to their higher order requirements.
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My background in guest service operations helped me to create a future action plan to improve my technical and work-based abilities. First and foremost, I want to become more proficient and productive using HR management software (Ulrich, 2012). Second, via use of seminars and hands-on activities, I want to concentrate on honing my conflict resolution abilities (De Dreu et al., 2001).
It will be top priority to enhance communication and teamwork as these abilities are necessary for productive cooperation and problem-solving (Salas et al., 2008). To hone these skills even further, I will look for chances to take part in leadership programmes and team initiatives. My ability to manage many obligations more successfully will also be improved by taking time management classes (Blanchard & Johnson, 1981).
This action plan will help me advance professionally in the hotel guest service sector as it is in line with my personal and professional development objectives. Through ongoing education and development, I can better assist the administrative staff and add to the hotel's general performance (Tracey & Nathan, 2002).
I'm going to sign up for an advanced HR management systems certification course to put this action plan into effect. I will improve my technical abilities and make sure I keep up with the newest HR technology (Ulrich, 2012). In order to increase my ability to handle conflicts amicably and therefore contribute to a peaceful workplace, I will also attend conflict resolution seminars (De Dreu et al., 2001).
I'll aggressively look for input from coworkers and superiors as well to pinpoint areas where my communication and collaboration need improvements. Applying and honing these abilities will be possible via group projects and team-building exercises (Salas et al., 2008). Moreover, going to time management seminars will enable me to create plans for setting priorities and effectively handling my workload, which will increase my production level all around (Blanchard & Johnson, 1981).
This action plan is in line with my long-term ambitions of growing in the hotel guest service sector in addition to my immediate professional goals. I can help to provide great visitor experiences and to foster a pleasant work atmosphere by always expanding my knowledge and abilities (Tracey & Nathan, 2002).
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After my internship at Holiday Inn Birmingham City Centre, I saw how important work-based skills, technical knowledge, and good communication are in hotel administration. A shadowing of an HR manager brought home how crucial HR is to keeping a motivated staff, which affects guest service standards. Using Kolb's Learning Cycle, I determined my areas for development and created a growth plan. The experience made clear that in order to improve operational effectiveness and employee happiness, HR technology integration, collaboration, and good communication are all essential. This internship strengthened my resolve to professional growth and laid a strong basis for my future in hotel guest services by highlighting the value of ongoing education and flexibility. 
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