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Assessment Component 1 – Student Learning Log

Introduction
Holiday Inn Sunderland occupies in the city centre and has a total of 120 climate-controlled guest rooms as well as all-day dining, fitness centre and an open lobby (IHG, 2024).
​They offer accommodation services, and Human Resources holds a critical place in overseeing the population of the hotel (Holiday Inn, 2025). This consists of management of staff acquisition, employee relations, staff development, staff remuneration, and legal compliance as it pertains to staff matters. The HR strategic mission is to ensure that the employees stay motivated and work towards the hotel’s mission of providing quality services to the guests (Holiday Inn, 2023).
Learning objectives:
Practicum placement: Recruitment as well as selection process, posting of jobs, interviewing, handling of employee issues. ​
Build communication: Focusing on verbal and written communication by working with other people in teams and guests. ​
Master organisational administrative tasks: Gaining knowledge of HR-related processes including HRIS, benefits administration and preparing compliance documentation.

Reflection on Experience and Personal Development
Shadowing a supervisory role in HR
While following the activities of the HR supervisor, I was able to gain a lot of information on hotel administration. This allowed me to see how the supervisor communicates with the guests and other employees while also being patient, friendly, and professional. When assisting in the onboarding process to help prepare for training materials and developing orientation sessions, learners began to realise the importance of correct and proper training in ensuring the staff was able to meet the guests’ expectations and maintain the quality-of-service level. ​
Development of HR-specific skills
Interacting with guests, employees, and co-workers required proper communication; Aswell as being polite. In the context of the hotel business, communication lays the ground for hospitality to the individual guests and cooperation for the employees busy in the hotel business (Petty, 2023). Considering their interactions with the reception and housekeeping departments, one could establish the notion that effective teamwork is crucial to the firm’s operations. In the hotel industry, communication in teams reduces conflicts, develops problem-solving skills and increases motivation among employees (Lee and Lim, 2023). As the environment became complicated, skills in organising and executing multiple tasks effectively were critical (Arwab et al., 2023). Assignment of duties also ensures that each responsibility is done on time and contributes positively towards benefiting both the guests and organisational productivity. ​
Impact of personal and vocational development
My exposure to the hospitality and tourism industry, academic background, and this placement have all contributed to an improved perception of key skills in hotel administration. Communication and listening skills should be core competencies in responding to guests’ needs and working with other people. Teamwork is very important when it comes to the delivery of services because it helps to do the work within the stipulated time and brings about happiness in work. Managing several duties at the same time calls for order and flexibility in order not to affect the guests of the facility (Bhardwaj and Kalia, 2021). These have enhanced my perception of the need to combine personal skills with theoretical knowledge to deliver guest services in hotel administration.

Critical analysis of work-based skills and technical knowledge
In my placements at Holiday Inn Sunderland in the Human Resources (HR) department the essential skills and knowledge gained are by the set theories in HRM. ​
Communication and theoretical alignment
My interaction with guests, employees and the team were acknowledged to have sharpened my communication needs hence supporting Abraham Maslow’s Hierarchy of Needs. The major theory that explains the motivation process is Maslow’s hierarchy of needs which classifies the human needs into physiological, safety, affiliation, esteem and self-actualization (Sabri et al., 2019). At the workplace, these needs are met by communication, which creates a feeling of being valued and accepted in the workplace thereby boosting motivation coupled with job satisfaction. ​
Team management and Herzberg’s motivation-hygiene theory
Working with different departments also brought out the need for managing teams, by the Motivation-Hygiene Theory by Frederick Herzberg. Herzberg is best known for different divisions of factors that influence job satisfaction; motivator factors that are inherent aspects of the job and hygiene factors, which, if insufficient, contribute to job discontent (Holston-Okae and Mushi, 2018). Positive conditions or indicators of the workforce can be viewed as rewards, where learners are motivated to achieve positive results and be rewarded while negative conditions or indicators can be regarded as punishers which give a negative analogue to the outcomes of learners’ performance (Sobaih and Hasanein, 2020). ​
Application of theoretical concepts
In the Week 2 learning, responding to a guest’s request for an urgent cleaning of the room called for weighing different attributes such as response to guest requests, and cleanliness. Lack of complaints means that timely and satisfactory service delivery was accomplished thus endorsement of Herzberg’s theory (Sobaih and Hasanein, 2020). Likewise, helping to provide for the formation of organised activities for the members of a given team eased the social needs of the employees, allowing them feelings of belonging as per Maslow. ​
Importance of work-based skills in hotel administration
These skills are very useful, especially in the management of human resources in a hotel as well as responding to the clients’ needs. Communication plays an important role in developing good working relations with co-workers; cooperation leads to the achievement of better operational goals while knowledge of motivational theories helps to devise ways of improving workers’ productivity and commitment to work (Sabri et al., 2019). These competencies are useful both for meeting the needs of the employees and for the achievement of organisational objectives.

Reflection on Organisational Issues
This paper reports organisational problems that I faced while on my practical training in the Human Resources (HR) department of Holiday Inn Sunderland affecting department productivity and guests. ​
Organisational challenges
One challenge was a scarcity of human resources, especially qualified employees, this posed a lot of challenges like increased workload on the employees on staff and this was likely to impact on the quality of services (Ghani et al., 2022). Further, the high rate of turnover for employees had an impact on maintaining satisfactory standards in the service industry (Shrestha, 2020). Volatility of staff challenged team cohesiveness and necessitated constant training, in concord with what is common in the industry, as turnover rates are often elevated. ​
Effect on the performance of the department and the guest
Due to these challenges, companies experienced the problem of understaffing, which means that the work was redistributed among a few remaining employees in individual places thereby delaying delivery of services to the guests. This was apparent in the employees’ ability to relate to the guests since most of them must learn from scratch due to inexperience (Willie et al., 2017). This agrees with the current working conditions were high cash turnover and recruitment challenges result in negative effects on service delivery and productivity. ​
Proposed solutions
It is the implementation of a structured recruitment process that should be achieved. This entails coming up with better packages of remuneration, chances for career advancement, among others, to remain relevant in the labour market. Recruitment strategies such as the above are applicable in the hospitality industry to minimise some of the difficulties (Willie et al., 2017). Training and development programmes also need to be expanded to their capabilities to be improved. They can implement proper onboarding plus ongoing training and development programmes to ensure that the staff possesses the required set of skills to decrease turnover because of job satisfaction.

Conclusion and Action Plan
Conclusion
The HR placement at Holiday Inn Sunderland helped to improve my communication, teamwork, and management skills and increased my interest in the business of hospitality administration. I have been able to strengthen the goal of working in the field of HR especially in the hospitality sector with the passion to assist organisations and guests achieve their desired goals.
Action Plan
To enhance my experience around HR, I intend to attend workshops relevant to the practices of providing excellent guest service and communications. To enhance the commonality of vision and working relationships, more focus will be placed on developing teamwork skills in future working engagements. Further, I seek to acquire adequate mastery in administrative software including Oracle Cloud HCM to boost administrative work and decision-making based on the software data. ​
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