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Managing a hotel’s administrative operations involves undertaking various activities such as maintaining the hotel’s back office, front office, HRM, finances, marketing, and other leading activities that are essential for the hotel to achieve its goals and objectives (Bardi, 2011). The author of the report has taken an administrative role in Holiday Inn Sunderland to receive hands-on experience and develop various employability skills. Holiday Inn is a multinational hotel chain and a well-established brand of IHG which was established in 1952. Holiday Inn Sunderland is situated in the city centre. Guests can have easy and convenient access to the hotel brand (IHG, 2024). The experiences gathered in the administrative role of the hotel will be reflected by applying Gibbs’ reflection model (The University of Edinburgh, 2024). The objectives of the placement are provided below:
· To achieve a strong understanding of the front office operations.
· To improve technical competency to utilise the hotel applications used by the front office. 
· To achieve leadership, communication, and teamwork skills.
· To ensure guest satisfaction by addressing all issues and managing the key tasks of the hotel.
· To achieve continuous growth and career development (Aset, 2017).
[bookmark: _Toc189775638]Section 1: Reflection on Experience and Personal Development
The reflection has been made applying Gibbs’ reflection model. The six stages of the models are explained as follows:
1. Description: During my 10-week hotel placement at Holiday Inn, I chose to shadow a front office supervisor role. The role has provided me with lots of responsibilities such as managing guest relations, coordinating and guiding other departments, and addressing issues. 
2. Feelings: I had a mix of feelings about working in the front office operations of the hotel, particularly shadowing the supervisor role in that position. Initially, I was very excited and enthusiastic to take such a role in a renowned hotel. As soon as I started my work, I found it very challenging to adjust myself to the fast-paced work environment in the hotel. At the end of my placement, I became very confident that now I would be able to undertake the responsibility of any front office role in a hotel. 
3. Evaluation: During my placement, I had to oversee the daily operations of the hotel. At the front office, I dealt with several guest complaints and I effectively addressed those complaints. For instance, a Chinese tourist arrived at the hotel while his booked room was not ready for check-in. It was due to miscommunication between the front office and the housekeeping department. To ensure a positive experience for the guest, I managed an alternative option for him immediately. Such prompt action to address guest issues is crucial to achieve guest’s trust and satisfaction (Raghubalan and Raghubalan, 2015). The service recovery strategies of Grönroos helped me to take responsibility for the situation and offer a corrective measure to maintain guest loyalty. The shadowing role helped me to learn various technical systems used in the hotel’s administrative position. I learned check-ins, room allocation, and payment systems. Learning the hotel management systems of the managers is crucial for bringing operational efficiency to that hotel (Singh et al., 2024). Before my placement, I had limited communication and teamwork skills. I could enhance my communication and teamwork skills by coordinating among different departments. Applying Belbin’s Team Roles Theory, I used to brief all departments so that they could operate aligning with the hotel’s objectives (Belbin and Brown, 2022). 
4. Analysis: The theoretical knowledge that I received from my degree influenced significantly my practical experience. Herzberg’s two-factor theory explains that employees are motivated to work and exceed their performance when they receive certain stimuli (Koncar et al., 2021). As a supervisor, I had to focus on positive reinforcement to strengthen the team morale. The tasks became very challenging when there were any guest complaints or conflicts among departments. One day, the housekeeping department could not respond to guest complaints because of staff shortage. The HR department needed to employ more staff during peak hours to handle such a situation. As a supervisor, I could deal with the situation more effectively. I could assess the busy hours of the day and ensure enough workforce at work. I have improved my active listening skills while taking complaints from the guests and noting the key issues. Sometimes I experienced a lack of confidence in interdepartmental collaboration. By emphasising shared goals and consistent communication, I could become more confident in achieving my goals as a supervisor. The supervisor role has equipped me with leadership skills because I had to direct different teams at the front office and achieve the overall goals of the hotel. Being a competent leader, I could prioritise the tasks and accomplish those tasks within the deadline. 
5. Conclusion: I successfully attained key skills and knowledge to work in the front office of the hotel. However, I lacked in multitasking skills, and leadership skills. 
6. Action Plan: I plan for taking courses on leadership and undertake workshops on multitasking. 
[bookmark: _Toc189775639]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
The placement has been crucial for my personal and professional growth because I could attain various work-based skills and technical knowledge in the administrative position of a hotel. I learned to operate PMS, and sales and catering systems which are essential to streamline the administrative operations of Holiday Inn Sunderland. I need to learn more about the utilisation of such software, particularly for reservations, managing guest requests, and coordination among different groups. I found it challenging to handle guest complaints, manage check-ins, and do other tasks at the same time. It indicates that I need to improve my multitasking skills. 
The hands-on experience in the hotel placement contributed to my technical skills development. Technical skills such as updating room status, check-in and check-out, billing, complaints handling, and guest queries are essential for employees operating in the front office (Tewan, 2009). I acquired all these skills throughout my placement. To advance my technical skills, I can learn utilising revenue management software. Because this particular skill can ensure a competitive advantage for the business (Huang and Baker, 2021). In addition to technical skills, work-based skills are also needed to succeed in the administrative role. To bring operational efficiency, I must have problem-solving skills (Bardi, 2011). For instance, one of the guests was having noise problems during their stay. As soon as he informed me of the issue, I recognised the problem instantly and undertook corrective actions. 
[bookmark: _Toc189775640]Section 3: Reflection on Organisational Issues
I have identified many organisational issues such as high staff turnover, high stress, lack of coordination among teams, and cultural issues. I focused on one particular issue which is high staff turnover. It would be better for me if I could analyse all these issues in detail. 
The high staff turnover at the workplace was a leading issue that was affecting the hotel’s overall operations. During peak hours, a shortage of staff led to the disruption of the hotel operations. As a result, the quality of the services dropped significantly. The reasons for high employee turnover are low wages, poor work-life balance, and limited opportunities for career advancement (Xu et al., 2022). To overcome the issue, the following solutions can be considered:
· Herzberg’s Motivation-Hygiene Theory suggests providing flexible work schedules to employees can address the issue (Koncar et al., 2021). 
· Maslow’s hierarchy of needs theory explains that adequate salary and career advancement opportunities can retain skilled employees (Ihensekien and Joel, 2023).
· The management should emphasise streamlining the training process for new employees. 
[bookmark: _Toc189775641]Conclusion 
The hands-on experience improved my technical skills and work-based knowledge in an administrative role at the hotel. Still, I need to improve my multitasking skills, leadership skills, and managerial skills. 
[bookmark: _Toc189775642]Action Plan
· I should improve my technical skills by acquiring proficiency in various hotel management software systems such as revenue management systems (Casado, 2012). 
· I need to enhance employee engagement strategies and communication skills to retain experienced staff. 
· To advance my career, I need to focus on leadership skills such as task delegation, problem-solving, and decision-making skills. 
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