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I wasn’t able to work this department during my placement however I did some research and studying to understand this role. I used this information and references I found to assume that I would of done these tasks during my placement.
In Holiday Inn Sunderland, the Human Resources (HR) department is essential to good, efficient workforce management, recruitment and employee satisfaction. The department is accountable for hiring or onboarding over 50 employees, coordinating with their staff training, processing payroll, and resolving workplace grievances (IHG, 2024). HR operations for companies are handled with advanced software systems such as BambooHR and ADP Payroll, and tools are used to manage these operations carefully, ensuring compliance with labour regulations and maintaining accurate records of each company employee (Malhotra, Maurya and Maniam, 2025).
Placement Learning Objectives
· An HR supervisor supervises their responsibilities such as recruitment, conflict resolution, and employee engagement.
· Work-based skills such as communication, teamwork and task prioritisation can be developed.
· Learn more about technical knowledge for people systems and administrative processes like payroll management and onboarding.
· Propose solutions to the organisational challenge impacting workforce efficiency.
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Shadowing a Supervisory Responsibility in Human Resources
Throughout my placement, I was shadowed by the HR Supervisor, where I observed her deal with all things relating to recruitment and training to manager relations. I also helped onboard six new hires, conducted training sessions and addressed employee grievances. I have interviewed more than 20 candidates for Front Office and Housekeeping roles in a recruitment drive, and one notable experience was coordinating all these interviews. The scheduling was cautious with the department heads to keep the process as efficient as possible.
Using Gibbs’ Reflective Cycle, I reflected on a specific incident:
· Description: Grievance was submitted by a Front Office staff member who was unhappy with unequal shift allocations.
· Feelings: At first, I felt terrible for the staff member and their concern, but at the same time, I knew I was not supposed to judge them or the situation.
· Evaluation: When the situation was inevitable, the supervisor handled it by going through the shift schedules and with the department manager to be transparent. However, there were communication gaps about scheduling policies.
· Analysis: Inadequate shift allocation left people dissatisfied, and the importance of predictable management policies and open communication channels is shown.
· Conclusion: Minimizing any similar conflicts could be done by calling employees in regularly to review schedules or by implementing automatic scheduling software.
· Action Plan: I first proposed bringing employee input on scheduling preferences via a feedback system which the supervisor found positive.
It allowed me to communicate with employees and mediate conflicts more effectively. I saw how calm and empathetic he could be under pressure by watching the supervisor, which I would learn from professionalism (QAA, 2018).
I reflect on my academic journey, and it assisted me in understanding the dynamics of team building and the practical aspect of learning by looking at Tuckman's Team Development Model. My experience with HR in a smaller organisation exposed me to those basic HR practices. However, the placement enabled me to see a few more complex processes, such as payroll compliance and large-scale recruitment drive.
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Key Skills Encountered in Human Resources
Communication: Onboarding and grievance resolution were all about the conversations, and clear and professional communication was at the top of the list (ASET, 2017). For example, during an onboarding session of six new hires, I communicated company policies, such as workplace conduct and health and safety guidelines. Fewer follow-up questions and nice positives from the attendees.
Task Management: My organisational skills improved when I got into managing multiple HR responsibilities. I oversaw data entry for over 20 candidates and coordinated the first training session on GDPR compliance for existing employees with the supervisor. The above showed the importance of taking care of things on time before the deadline and maintaining operational flow (Casado, 2012).
Conflict Resolution: Viewing the supervisor intervene in employee disputes, such as an employee complaint about shift allocations, taught me what active listening, empathy and impartiality are in dispute resolution (Bardi, 2010).
Relevance to Hotel Administration
The human resource department ensures that hotel operations go on successfully by providing a motivated and trained group. Onboarding and training are effective and will prepare staff to deliver high-quality guest services (Fallon and Rutherford, 2010). For example, clear communication with the housekeeping staff during onboarding helped improve operational efficiency during peak periods by reducing the number of service errors.
Technical Knowledge Gained
· HR Software: BambooHR, used to update employee records and handle leave requests, showed us the power of technology in removing menial tasks from HR's workload (Verhulst and DeCenzo, 2021).
· Compliance: Druggeting policies like anti-harassment guidelines contributed to the insight gained on regulatory adherence and organisational best practices.
I mapped these skills to Johnston, Clark and Shulver (2012), theories for integrating people, processes and technology and saw how HR systems help improve operational efficiency, employee engagement and overall administrative success.
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Identified Issue in Human Resources Operations
While on placement working in the Human Resources (HR) for the Holiday Inn Sunderland, I noticed an incredibly high staff turnover, which was damaging to the operation and morale of the employees. Three staff members from the housekeeping department left within the same month, mainly while the house was understaffed, due to which the remaining team had to face more work (Mohsin, Lengler and Aguzzoli, 2015). The problem was due to an inconsistent onboarding process and the absence of an employee retention strategy.
Impact on Department and Operations
· Operational Inefficiency: Turning over staff too often disrupted team performance, as new hires needed slow training. In housekeeping, for example, a peak weekend meant staffing shortages led to room readiness problems, which incensed guests (Belias and Trihas, 2022).
· Employee Morale: Demand for services and technology continues to outpace capabilities for logistics and staff capacity, leading to overburdened staff frustrations, increased workloads, and unclear handovers and fuelling dissatisfaction and resignations (Thoriq et al., 2024).
Proposed Solutions with Theoretical Support
· Structured onboarding: A standardised onboarding program could help eliminate the early-stage errors all new employees will likely make when they join the company (Han et al., 2021). This could be an introduction to BambooHR software and a walk-through of the operation of each department.
· Retention Incentives: It could increase employee satisfaction and reduce turnover by offering performance-based rewards, carer progression opportunities, and flexible scheduling.
· Employee Feedback Systems: Using an anonymous survey to obtain workforce input on problems in the workplace would enable HR to solve issues in advance and improve the workplace environment.
Applying Herzberg's Two Factor theory, focusing on hygiene factors like working conditions, satisfaction, and retention will improve by addressing motivators like recognition and growth opportunities. Furthermore, with Tuckman's Team Development Model, teams would be formed more cohesively. Consequently, the impact of turnover on team performance would be significantly reduced (Ntalakos et al., 2022). By putting these solutions into practice, the stability and effectiveness of the workforce will be improved, and, in turn, guest service and operational success will come.
[bookmark: _Toc191734839]Conclusion and Action Plan
By the placement I was put in at the Human Resources department at the Holiday Inn Sunderland, I found that the administrative side was understanding who was coming and going, recruiting and onboarding new people, and how to resolve a conflict. HR Supervisor shadowing taught me crucial work-based skills, i.e., communication, task management and employee engagement. Reading about challenging issues like high staff turnover, we considered that structured onboarding and retention strategies would be needed to keep the operations running smoothly. Integrating practical experience with theoretical frameworks grounded in such works as Herzberg's Two Factor Theory enabled me to profoundly understand how workforce management impacts hotel operations.
Action Plan
· Skill Development: Enrol in HR standards programs like CIPD level 3 to build skillsets.
· Leadership Training: Go to workshops about how to bring peace, when to let a person go, and other things related to employee relations.
· Career Progression: Apply practical skills, expand my knowledge on human resource matters, and pursue a management trainee role in HR.
The preparation for a leadership role in hospitality administration can be seen in these steps.
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