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[bookmark: _Toc190451937]Introduction
Holiday Inn Sunderland provides rooms for business and pleasure visitors. Its administrative operations are essential in ensuring that service delivery and mean guest satisfaction take place without hitches. Key departments are the Front Office (responding to guest check-ins, check-outs, or inquiries) and Back Office (in charge of guest revenue management, human resources, and financial operations) (Tewari, 2009). Instead, these teams collaborate to uphold the high standards of operations and a successful guest experience.
Placement Learning Objectives:
· Progress practical skills in staff scheduling, financial reporting, and administrative tasks.
· Gain proficiency with software like Opera PMS as well as Sage.
· Improve teamwork and communication by collaborating with supervisors and colleagues.
· Identify as well as address operational challenges, including guest complaints or room readiness delays.
[bookmark: _Toc190451938]Section 1: Reflection on Experience and Personal Development
This reflection has applied Gibbs’ Reflective Cycle, guiding through six stages: description, feelings, evaluation, analysis, conclusion, and action plan (The University of Edinburgh, 2024). This model helped me to critically evaluate my experience and to develop a strategy for the improvement of future practice.
[bookmark: _Toc190451939]Supervisory Role Experience (Gibbs’ Cycle Applied):
1. Description: During a busy weekend, I followed the Front Office Supervisor. Some of these tasks included managing overbookings, assisting with VIP room allocations, and handling guest complaints. A particular challenge was dealing with irate guests whose rooms were running late. This was an issue I worked with Housekeeping to resolve having the room ready but ensuring the guest had the time of day.
2. Feelings: It was stressful at first, but putting my efforts into resolving something was fun. I was motivated by seeing the supervisor’s cool during tough situations.
3. Evaluation
Positive: I learned to communicate better with the supervisor by explaining delays in an empathetic way and it showed me how to delegate effectively.
Negative: During the peak hours, I struggled to focus to prioritize the tasks because it caused even small delays in the completion of my responsibilities.
4. Analysis: The experience stressed the need for working together between departments. Problems with Housekeeping caused delays in room readiness (Casado, 2012). This reiterated the necessity of updating smoothly and articulately during peak times to smooth operations.
5. Conclusion: I combined my knowledge of task prioritisation and interdepartmental communication. It is very important to remain calm and proactive in high-pressure situations for successful front-office operations.
6. Action Plan: My goal is to go to stress management workshops to handle pressure at peak times more perfectly and also follow up with the supervisor for mentorship to develop my task management skills.
[bookmark: _Toc190451940]Personal Development:
Communication Skills: I resolved a misunderstanding with an international guest by using visual aids and simplifying clarifications. This established the position of adapting communication to suit guests’ needs.
Time Management: I assisted the HR Manager in creating a staff schedule, and balancing operational requirements with staff preferences. Regulating shifts for a team member who intreated leave taught me to manage resources effectively without disorderly service.
Teamwork: In a cross-departmental meeting, I underwrote insights on guest preferences from my front-office interactions. Those knowledgeable marketing strategies for an upcoming holiday. This reinforced the implication of teamwork in achieving structural goals.
[bookmark: _Toc190451941]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Importance of Work-Based Skills: Communication, teamwork, and task management are key work-based skills needed to provide excellent guest service. For instance, amidst a peak check-in period, with high occupancy, by using an efficient teamwork environment, they made sure that all their guest were accommodated without any complaints. Successful communication between the Front Office and Housekeeping quickly enabled room turnovers, illustrating the necessity of interdepartmental coordination (Hayes et al., 2017).
Technical Knowledge:  Placement provided an opportunity to develop technical proficiency in software systems. With Opera PMS I checked on room availability, flagged VIP preferences and updated the guest profiles. For example, with Opera, I was able to trace and correct a billing error by reconciling the transaction with Sage.
[bookmark: _Toc190451942]Insights and Theories
During the placement, Tuckman’s Team Development Model (forming, storming, norming, performing) applies concerning team dynamics (Ntalakos et al., 2022). The storming phase led to a minor delay due to miscommunication; however, the team adjusted, aligned our goals, and as a result became more efficient (norming and performing phases). Moreover, this theory emphasises the necessity of coupling with challenges, as well as facilitating in supporting collaboration for a productive team performance.
[bookmark: _Toc190451943]Section 3: Reflection on Organisational Issues
Issue Encountered: Staffing levels at Holiday Inn Sunderland fell short during periods of maximum occupancy at the hotel. The hotel experienced complete occupancy during both weekends and special events. Residents experienced lengthy delays during their check-ins and check-outs because of insufficient staff present at the front desk station (Vallen and Valen, 2014). Staffing shortages during peak occupancy periods resulted in guest frustration which led to employee burnout and stress from failed efforts at managing growing workload demands.
Impact on Operations: The hotel operations suffered directly because of the short staffing problem. Service delays created unsatisfied guests who directly relayed their negative feedback to staff at the front reception. A customer submitted a negative online review after waiting twenty minutes for check-in which caused them to feel irritated (Ali et al., 2021). Operational inefficiencies revealed serious dangers to the company's public image during this period. Working excessive hours that stretched beyond normal capacity combined with multiple job roles led employees to become more exhausted which negatively affected productivity as well as intellectual commitment.
[bookmark: _Toc190451944]Proposed Solutions
	Short-Term Measures:
	Long-Term Measures:

	An implementation of a queue management system to minimize wait time during peak hours while also improving guest flow. For example, guests being checked in and waiting could be sent to the lounge area with refreshments while the front desk was dealing with them.
	Proposing a new experience of cross-training between employees to improve their flexibility (Heyes, 2017). For instance, housekeeping staff or sales staff could be trained to take up front-office tasks during high-demand periods.

	Temporarily reassigning non-essential staff from departments similar to sales or marketing to the front desk during busy periods to deliver additional support (Tewari, 2009). 

	Hiring seasonal or part-time staff during peak seasons, ensuring sufficient coverage as well as mitigating strain on permanent employees.


[bookmark: _Toc188873719]Table 1: Proposal Solution Plan / (Author)
[bookmark: _Toc190451945]Theoretical Support
The theory of Herzberg suggests improvements to hygiene factors such as staffing practices and workload management will help address the issue. Employee stress reduction will follow when sufficient support combines with manageable workloads while improving both performance and motivation (Acquah and Chen, 2021). An environment built to support employees will enhance satisfaction as well as create collaborative cultures that deliver outstanding service standards. Better hotel operations during peak times become achievable through these adopted measures providing employees with greater satisfaction and morale.
[bookmark: _Toc190451946]Conclusion and Action Plan
[bookmark: _Toc190451947]Key Insights
It gave work-based skills, technical knowledge and problem-solving abilities a great boost as the placement was at the Holiday Inn Sunderland. I gained practical experience managing guest profiles with the help of Oracle PMS and Sage which made me learn to streamline operations the easy way. In addition to improving efficiency, these tools make a significant impact on providing exceptional guest service (Stranjancevic and Bulatovic, 2015). Moreover, dealing with challenges such as staffing shortages stood out as an important part of hotel administration being teamwork, communication and adaptability.
[bookmark: _Toc190451948]Value of Development
This has put me in good stead to understand the intricacies of hotel operations which I now strive to work at. I have actual skills in working out real-world solutions and have the confidence to handle administrative tasks. This reinforced my desire to pursue the leadership in hospitality industry revolving around continuous improvement and the guest satisfaction area.


[bookmark: _Toc190451949]Action Plan
	Action
	Objective
	Timeline

	Enroll in training programs for revenue management.
	Gain advanced technical skills for optimising hotel revenue.
	Within the next 6 months.

	Practice conflict resolution in simulated scenarios.
	Build confidence and improve the handling of guest complaints.
	Over the next 3 months.

	Seek mentorship opportunities in future placements.
	Enhance leadership skills by learning from experienced professionals.
	During the next placement.


[bookmark: _Toc188873720]Table 2: Action Plan / (Author)
By implementing these steps, I aim to reinforce my capabilities and prepare for future challenges in hotel administration.
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