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Placement Report: Holiday Inn Sunderland Analyse My Experience in different Departments.
Introduction: 
The administrative process in a hotel serves as a backbone for all the activities that facilitate the satisfaction of the mum business and provision of all the guests’ needs and wants and maintenance of all the resources used in the business as well as coordination of its people resources. At the Holiday Inn, Sunderland, work departments are categorized into the following sub-divisions, which are considered essential; "Front Office, Back Office, Human Resources, Sales, Financial and Revenue Management sections" (Johns and Lock, 2018). These departments collaborate on handling matters that include registration for rooms, keeping records of the customers, Service charges, and ensuring that they meet standard quality services which point out the expectations of the customers (Bakair et al, 2014).
For ten weeks, I got the opportunity to work with a supervisor in two Front and Back Office departments. This opportunity allowed me to gain almost all aspects of the functional elements within a hotel, right from the interface idea with the customers to the organisational support services. Shadowing a supervisor is beneficial in laying down the concepts learned in practice and reducing the theory-practice divide necessary for the profession of hotel management.
Objectives:
The learning objectives for student placement in the Front Office and Back Office departments are as follows: 
· Gather information concerning daily operations in a hotel.
· Boost Communication skills.
· Enhance teamwork ability.
· Possess technical expertise in various aspects of a hotel.
· Acquire competencies for learning management jobs.
[bookmark: _Toc181210977]Section 1: “Reflect the Experience and Personal Development”:
To reveal the experience, I have used elements of Gibbs’s Reflective Cycle (1988). This one used describing, clocking on feelings, evaluation, analysing, concluding, and planning of action, a cycle that assists me in structuring knowledge and studying.
Proficiency shadowing a supervisory status:
Through shadowing the supervisor, I watch for actual, time-sensitive work-based abilities that provide functions expertise in equalizing thousands of guests’ needs and other staff duties and accountabilities as well as guest service values. This association with my supervisor demonstrated that if we cannot share and perform together then during some shifts especially busy ones everything goes down the drain.
[bookmark: _Toc181210979]“Personal and Vocational Development:”
This has manifested well in my academic career with stunning hospitality theories but placement made these concepts real particularly. These are technical skills acquired and applied from past working experience and course work such as front desk system and administrative tasks like; checking in and checking out of the guests, reservation and complaints handling. One placement stressed the effectiveness of personal training on such returns as adaptability and time organization.
[bookmark: _Toc181210980][bookmark: _Toc181210981]Section 2: ““Critical Analysis of Work-Based Skills and Technical Knowledge”
Significance of Work-Based Skills and Technical Knowledge:
To meet the operating goals of the hotel, hotel management implies certain skills and experience that are both applied and technical. (Humel, 2024) During my work placement, I was able to understand just how relevant these competencies are especially in our work activities, in the administration, and in giving exemplary hosting service to guests.
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Communication:
Communication skills, both verbal and nonverbal, were crucial while dealing with clients, and workers, and reporting to superiors. Clear communication with dealing guaranteed that customers’ requests were received and handled immediately (Indeed, 2023). For example, when I help a visitor with a special concern, such as whether they are fruitarian or diabetic, I confer with the culinary team to ensure that all appropriate information is provided. According to Hankins and Tracay (2010), communication in hospitality is critical to operational effectiveness since visitor pleasure is directly proportional to how successfully the team meets its needs. Effective coordination with operations to ensure that the customer requests were acknowledged and sorted timely (Indeed, 2023). For instance, when I find the visitor having a specific difficulty, for instance being a fruitarian or a diabetic person, I talk with the cooks. The present study was informed by the words of Hinkin and Tracey (2010) who claimed that in the context of hospitality, communication was critical for operations as visitor satisfaction depended on how well communication needs were fulfilled by the team. Effective communication also leads to guest retention, as opposed to a first-time impression, which means higher chances of guest loyalty. Furthermore, good communication skills in attending to guests will eliminate other failures because one can solve any problem on time.
Teamwork:
The interactions with the supervisor as well as the other members of the team were useful in establishing how cooperation is aligned with the department goals during busy traffic times (Indeed, 2024). For example, one weekend there was a meeting everything indicated that all members of the team had been able to cooperate in check-in in attending to customers’ queries, and in check-out and revenues. As noted by Lesley and Morison, (2018) it means that the role of team coordination and integration is very essential in hospitality operations since everyone is supposed to be pulling in the same direction for the operations to be successful. Integration teamwork departments reduce unproductive gaps which in a way will make the guests happy due to the timely provision of services. This means guests will be handled in large quantities in a cohesive team to enhance the general service delivery and general business firm.
Task Management:
Task management, particularly task prioritisation in response to crucial customers’ requirements, emphasises how tasks effect service excellence and operational competence (Gear, 2022). For instance, at one of the events, a celebrity wanted to move to another room at night because of malfunctioning equipment in his hotel. I was careful to observe how my supervisor managed this request urgently and asked me to move to another room, 2free with an offer to help me pack my items. Task management is effective enough to ensure that essential tasks are performed without any delays directly affecting the hotel’s operational flow. And also effective time management within a limited time like, room turnovers helps to work more with customers thus improving the revenue slide. 
Protocol of Guest Service:
I proceeded to explore how the staff deals with challenges, proactively addresses guests’ needs, and becomes hospitable when in hospitality mode. For instance, during welcome and registration, there were informal conversations with the customers and the recommendations that were given were specific to sites to see inside the relevant places. Guest complaints were usually handled by a systematic method to solving them and preventing them from deteriorating through the provision of solutions as well as short- and long-term services; in light of this, the current study supports Walker's (2017) view of strong guest elucidations of the service values and visitor gratification improvement.
“Application to the Administrative Task:”
[bookmark: _Toc181210982]While shadowing, I acquired and practiced professionalism in organisational and communication duties, as well as hospitality, organisation, recordkeeping, and phone administration. I observed some connections concerning the concept of visitor satisfaction and, applying specific theories, the approaches by Jhones and Lockwod (2018) to organize hospitality operation management based on the interactions in processes.
Section 3: ““Reflection on Organisational Issues””
Encountered Issues:
In my working placement, I have experienced major problems with internal communication and how information flows within different functional areas. Quite often, it made it possible for guests to wait for their needs to be met and negatively influenced tourist satisfaction and employees’ performance.
“Impact of Departmental Performance and Customer Service:”
It would have been better if the hotel had centralized multi-branch communication into one to increase visitor satisfaction and put effort into effective teamwork since the absence of working communication declined the satisfaction of the visitors' needs and demotivated the working team. In recalling this experience it was discovered that the challenges arose from the fact that information was communicated through different media and more importantly the lack of a sound communication design.
Causes of Communication: 
Communication breakdowns were attributed to high turnover because new employees had minimal understanding of the hotel and their organizational structure. Because service quality was disrupted, guest requests were sometimes misunderstood and operational delays were created.
Alternative Solutions to Improve Communication:
Promising and implementing daily or weekly cross-departmental meetings and implementing digital forms of communication can improve informational exchange in real time, even during leadership transitions. Such reforms would help update the needs of the guests with less effort and enhance improved organizational communication between the Front Office, housekeeping, and maintenance.
[bookmark: _Toc181210984]Implementation of the Protocol of Standardized Communication:
Departments could share information more successfully by holding everyday or weekly conferences and building a web page with constantly rationalised information. This is supported by Robbins and Judge’s (2017) organisational communication theory that claims drivers offer escalating levels of structure consequently defining roles, responsibilities, and expectations.
[image: ]
Programs of Cross-Training:
When communicating time-sensitive guest demands, cross-training individuals from other departments’ functions may foster interdepartmental empathy and operational agility.
Boost Feedback Mechanisms:
Staff-organised feedback can comprise frequent communication obstacles to staff and suggest custom ways to overcome them. While we know that feedback sessions on Tannenbaum and Schmidt, (1973) leadership continuum model can lead to better performance through collaborative problem-solving, they can also have negative effects.
“Conclusion and Action Plan:”
My placement at the Holiday Inn in Sunderland has taught me to broaden in general and academic knowledge which has helped me with technical knowledge of what the job entails, as well as job-related skills such as procedures in hotel administration. By supervising the activity, I managed to find out how to organize guest services, tasks, and team organisation, creating my theoretical knowledge, and developing my practical skills.
[bookmark: _Toc181210986]“Future Professional Practice and Action Plan:”
a) Expertise Expansion: 
To enhance the administrative competence in this area I plan to increase my knowledge in Property Management Systems PMS and get certification.
Career Goals: 
Thus, the placement that I had made has inspired me to pursue a higher degree in Hotel Administration.
Employment at this placement gave me direct practical knowledge in the hotel industry and hospitality management. That is the experience that would be taken along when one moves to a higher level within the hospitality industry.
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