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[bookmark: _Toc191750008]Introduction  
As a part of my 10-week placement at Holiday Inn Sunderland, I have worked in the administrative operations of the hotel. The hotel’s administrative operations entail areas such as managing the Property Management System (PMS), coordinating internal communication, managing the billing process, and complying with the hotel’s policies (IHG, 2025). Employees in the administrative department are responsible for the management of guest-related data and they also support other departments to accomplish their tasks. The objectives to work in the department are as follows:
· To gain practical knowledge and expertise in administrative operations.
· To enhance strategic communication and leadership skills. 
· To be able to handle conflicts in the organisation. 
· To address real-life issues by applying academic frameworks and theories. 
[bookmark: _Toc191750009]Section 1: Reflection on Experience and Personal Development
I will apply Schön’s model of reflection to reflect on my practical experiences in the hotel’s administrative operations. The stages of reflection are given below:
1. Reflection-in-Action: As I started to work in the administrative department, I encountered a critical error that occurred in the organisation. It was due to the failure of the internal scheduling software. As a result, there was mismanagement in the staff rosters. The employees within the hotel were confused about their scheduling and it directly affected the service quality of the hotel. As a part of my shadowing role as a supervisor in the administrative department, I was called upon to handle the situation. I analysed the issue and identified that if the scheduling of the employees was made manual, it would address the issue instantly. So I allocated the tasks among the senior employees based on priorities and urgencies because those employees have the abilities and experiences to interact with the impatient guests (Han, Kim and Hyun, 2011). I processed real-time data and made the decision and it aligns with the information processing theory. This experience has provided me with important insights into the administrative operations of the hotel that employees in the administrative department should be more flexible and adaptive. Because immediate responses are more effective in dealing with the crisis rather than following the standard operating procedures (Yoon, Kim and Fu, 2020). I also recognised the importance of keeping a backup system. 
2. Reflection-on-Action: Following the incident, I communicated with my supervisor and the administrative team for analysing the issues thoroughly. In this phase of reflection, the entire team agreed that clear contingency protocols were necessary to overcome such challenges. The hotel relies on automated processes and it does not have any alternative manual strategies. As a result, the management becomes vulnerable in the situation when these automated systems fail. Weber’s theory of bureaucracy explains that standardisation is important for an organisation to achieve operational efficiency (Ferreira and Serpa, 2019). However, organisations should also be adaptive and there should be alternative procedures within the rigid systems to overcome unexpected circumstances. An employee working as an administrator in the hotel should have the ability to solve the problem and he should be working as an information disseminator (Reindrawati and Sos, 2020). I identified the areas for further development in data management, team coordination, and crisis response. If I become more efficient in these areas, I will be a more effective administrator to manage the hotel in such crises. Moreover, my previous experience in customer service has helped me address a conflict in the hotel. There was a discrepancy in the billing of a customer which made the guest dissatisfied and angry at the hotel’s management (O’fallon and Rutherford, 2020). To handle the situation, I immediately coordinated with both the finance department and the frontline employees. As I openly communicated with the responsible parties and the guests and made the staff accountable for the error, I could transform this crisis into an opportunity for the organisation to continuously improve the process and service quality. This technique aligns with the leader-member exchange (LMX) theory (Garg and Dhar, 2016). 
[bookmark: _Toc191750010]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
My role at the hotel as a shadowing supervisor helped me gain mastery of the administrative systems. I got familiar with the Property Management System used by the hotel and the scheduling software. Technical Knowledge is paramount in the service operations and the administrative role of the hotel because it enables the employees to effectively function and keep a strong oversight of the systems (Reindrawati and Sos, 2020). According to the technology acceptance model, user-friendly technologies and systems are accepted by the clients. However, there must be backup protocols to handle the administrative tasks during the fallback (Haag, 2013). After the incident, I performed inspection tasks to ensure that all systems were functioning well. I also got familiar with the service standards of the hotel and the management of the data within the organisation. The hotel must stick to its service standards and it is a prerequisite in Total Quality Management (TQM) (Chin and Tsai, 2013). Apart from the technical knowledge, I have attained interpersonal and managerial competencies by performing the shadowing role in the hotel’s administration. My communication skills were enhanced during the crisis because I communicated with various individuals within the organisation at that time. I disseminated crucial information to the senior management, technical staff, and guests. While I was coordinating between departments, I encountered conflicts among the staff regarding their scheduling and the allocation of responsibilities. I achieved practical experience in conflict resolution by applying my theoretical knowledge in that situation. I actively listened to them and showed empathy for their requests. It helped to get to a solution. The shadowing role also equipped me with organisational skills and leadership skills (Aset, 2017). As I managed a large number of staff within my administrative team, I achieved the capabilities to work in a diverse team.
[bookmark: _Toc191750011]Section 3: Reflection on Organisational Issues
I observed that the hotel’s administrative department had an inefficient communication process and high staff turnover. The internal communication process was ineffective because there was a lack of procedure and task coordination among the team members during the crisis. High staff turnover in the hotel’s area further fuels the issue. New hires find it confusing to adjust to the existing communication process. This issue can disrupt administrative operations. For example, when there was a scheduling fallout, the manual task allocation required effective dissemination of information. The ineffective internal communication process made the manual scheduling slower which affected the guest service delivery. The high staff turnover increases the skill gap in the administrative department (O’fallon and Rutherford, 2020). Hence, it becomes challenging for the management to maintain service consistency and the reputation of the hotel. As new employees fail to meet the guests’ expectations, the overall service quality of the hotel gets reduced. To overcome the issue, the management of the hotel might consider the following strategies: 
· Communication is the key to successful change management. If the hotel wants to bring changes in its administrative operations, it should streamline its communication protocols. The internal communication process must synchronise information flow across departments (Haag, 2013).
· The management should provide adequate training and development opportunities to the new hires so that they can adapt to the fast-paced work environment. With proper training, the organisation can meet the expectations of the guests and ensure superior service quality (Aset, 2017). 
[bookmark: _Toc191750012]Conclusion 
The 10-week placement at the hotel’s administrative operations has been crucial to my personal and professional development. I have developed technical knowledge and interpersonal and leadership skills by practically engaging in administrative activities. I need to enhance my conflict resolution skills and crisis handling competencies to succeed in my future career in the hotel’s administration. 
[bookmark: _Toc191750013]Action Plan 
· I plan to take training on organisational crisis management.
· I plan to participate in leadership workshops and enrol in strategic leadership courses.
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