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[bookmark: _Toc191298414]Introduction  
I have taken a shadowing supervisory role in the front office/ reception of Holiday Inn Sunderland. During the placement, the hotel employed me in various hospitality operations such as interacting with the guests and meeting their expectations. The objectives of the placement are given below:
· To understand the administrative workflows. 
· To achieve communication and problem-solving skills (Haag, 2013).
· To learn the use of Property Management Systems (PMS).
· To learn the allocation of resources during peak hours. 
[bookmark: _Toc191298415]Section 1: Reflection on Experience and Personal Development
During my 10-week placement at Holiday Inn Sunderland, I got the opportunity to shadow the supervisory role in the front office of the hotel. I became the manager of the hotel operation. By applying Gibbs’ reflective model, I will reflect on my placement experiences below:
1. Description: The supervisory role exposed me to real-life issues in the front office operations of the hotel. I noticed that during the peak hours of the weekend, there is a rush in the reception. The employees become overwhelmed with the increasing number of guests. One day, I detected a discrepancy in the PMS as soon as guests arrived at the reception. I handled the situation by offering them an upgrade and relocating some guests with complimentary transfers. The initiatives reduced tensions among the front office employees (Bardi, 2011). 
2. Feelings: Initially, I felt nervous and overwhelmed by the situation. I thought that the situation would lead to guest dissatisfaction and affect the hotel’s reputation. The timely initiative to meet the guests’ needs and offer alternative options could address the issue appropriately (Kandampully, Zhang and Jaakkola, 2018). The incident enabled me to utilise emotional intelligence at a time of urgency. 
3. Evaluation: The incident highlights the importance of timely crisis management in the hospitality industry. Employees and the management must be able to deal with such situations. By applying active listening skills and communicating with the guests, they should be exploring alternatives that can meet their needs and expectations. This way negative reviews and perspectives of the guests can be turned into positives (Vallen and Vallen, 2018). For example, one guest who was reallocated praised the seamless experience at the hotel. However, the incident also points out that there are flaws in the inter-departmental communication. The sales team had outdated PMS data based on which they overbooked the rooms. 
4. Analysis: Both technical and soft skills are needed to perform effectively in the front office of the hotel. The incident highlights that proficiency in operating the PMS is essential. The employees must also be able to apply their active listening skills and decisiveness to solve the emerging problem from the PMS discrepancies (Walker, 2020). Previously I had knowledge about conflict resolution but the real-world scenario made it necessary to adapt to the approaches. According to the service recovery paradox, guests become loyal when organisations accept their faults and become committed to enhancing their experience (Vallen and Vallen, 2018). The concept was validated when the guests left positive remarks during their checkouts. 
5. Conclusion: The work experience at the hotel in the front office operations emphasized mastering the skills to operate PMS and utilise empathy and decisiveness under pressure. The importance of effective communication in the hotel has also been noticed.
6. Action Plan: Utilising the insights gained from my experience, I will plan for the following things:
· I will enhance my technical expertise by enrolling in cloud computing and PMS courses. 
· I will take training on cross-departmental aspects. 
· I will seek mentorship from industry leaders and successful entrepreneurs in the hospitality industry to deal with real-world scenarios in the hospitality industry. 
[bookmark: _Toc191298416]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
To manage hotel administration effectively, both work-based skills and technical proficiency are needed (Walker, 2020). They are interdependent. As I worked in the supervisory position, I could learn more about Holiday Inn Sunderland’s PMS. Hence, I can take reservations, make bills, and report the transactions to senior-level management. The information such as daily occupancy rate can provide insights into the service demand. To make informed decisions, real-time data must be used in the hospitality industry. Such technical knowledge can not equip the employees to address the issues in the front office operations of the hotel (Kimani and Scott, 2023). For example, during rush hours employees at the front office need to perform several tasks and the supervisor needs to coordinate these employees. I encountered challenges in task prioritisation. I had to spend time prioritise my tasks based on their urgency and then I could collaborate with other employees at different departments to manage the front office operations. Cross-departmental collaboration can provide synergy to the hotel and it also can increase operational efficiency (Wang, Yang and Yang, 2019). I also achieved a critical skill from my placement experience. I achieved guest service recovery skills. One day, some guests were complaining about the delayed service at the same time. It was a rush hour and the hotel was experiencing staff shortage. To address the issue, I applied the LEARN (Listen, Empathise, Applogise, React, and Notify) framework. The effective application of the framework transformed their frustrations and complaints into loyalty (O’Fallon and Rutherford, 2020). Therefore, during their checkouts, they left positive feedback on the guest service and exceptional experience at the hotel. Sometimes the management at the front office needs to apply their emotional intelligence instead of complying with the lengthy procedures of the service standards to meet the guest's expectations. The experience emphasised communication skills as when there was a billing error at the counter. The guests were frustrated at the error. I immediately solved the issue and apologised to them for the inconvenience. My problem-solving skills and effective communication skills were crucial to providing exceptional guest satisfaction. Therefore, integration of technical knowledge with work-based skills is essential in the front office operations at the hotel (Huang and Baker, 2021). 
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Throughout my placement at the hotel, I encountered some important workplace issues that can affect the overall performance of the hotel. The most important issue was inconsistent PMS synchronisation. The front office and the sales teams had poor communication. As a result, they had outdated data that led to overbooking during peak periods. The hotel utilises automated updates. However, the sales team’s manual overrides for the last-minute group bookings caused the issue. The discrepancies in the PMS left some guests without reserved rooms. The issue can affect guest loyalty and develop a negative perspective on the hotel’s services (O’Fallon and Rutherford, 2020). If the guests express their frustrations on the frontline employees, it can cause stress and burnout to the staff. To address the issue, the following solutions are proposed:
· There must be an integrated training programme in the hotel in which employees should be able to learn PMS protocols and the training should emphasise real-time data entry to minimise human errors in the hotel’s operations (Nirmala, 2021). 
· The hotel should enable automated alerts for overbooking. As the threshold is reached, the alert will be activated. 
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The placement has been crucial to my career. It equipped me with the necessary knowledge and expertise to work in an administrative position in the hospitality industry. I learned the value of reflective practices to continuously grow and develop my career. Still, I have many areas for development to become a leader in hospitality. I need to advance my administrative skills and technical knowledge. 
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I plan for the following things to become successful in the administrative operations:
· I will strengthen my technical knowledge by attending various PMS courses and achieving certifications. 
· I will seek mentorship to develop leadership traits and skills. 
· In the future, I will try to take multiple roles in administrative operations to acquire diverse skills and knowledge.
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