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Introduction

According to Clauzel et al. (2020, p. 23), administrative functions within Novotel Hotel Bristol consist of organisational pillars essential for the hotel's effective functioning, including the Front Office, Human Resources, and Finance. These departments interrelate to facilitate the efficient running of guests, efficient management of staff, and proper financial management in an organisation (Köseoglu et al., 2021. p. 130). My position in the Human Resources department offered great opportunities to observe the complex processes of hotel management.

Learning objectives for the placement:

· Gain practical experience in HR functions within a hotel setting.

· Develop an understanding of the work-based skills and technical knowledge required in hotel administration.

· Enhance communication and teamwork skills in a professional environment.

· Analyze the impact of HR practices on guest service standards.

· Identify and propose solutions to organisational issues in hotel administration.

Section 1: Reflection on Experience and Personal Development

I found shadowing the HR supervisor of Novotel Bristol informative and taxing. The position provoked a unique approach to interpersonal communication and consequently called for technical competency. This was evident when observing the supervisor handling employee issues, recruiting new employees, and implementing training programs. 

A staff training session on cultural sensitivity was one of the program's highlights. The supervisor was excellent at talking about ideas that are typically abstract and making everyone in the room feel included. This was an eye-opener as it demonstrated how efficient communication is in ensuring high levels of guest service. Ensuring the staff is culturally sensitive, the HR department impacts guest relations roundaboutly (Nazarian et al., 2021, p. 4428). I acquired a theoretical understanding of these practices through academics, specifically from my organisational behaviour and human resource management classes. For example, I appreciated how Herzberg's Two-Factor Theory of motivation was applied to employee motivation in the hotel. According to Peramatzis & Galanakis (2022, p. 975), the Herzberg Two-Factor Theory focuses on hygiene factors such as paying employees competitively and motivators like awarding the employees.

Prior working experience in a small family-operated hotel provided a break from the routine environment of Novotel. The work environment at the previous company was relatively family-oriented, so the need for team building was less evident, although the team built there appeared stronger to me; at Novotel, however, the need for systematic team building as well as proper subordination and clear lines of communication within a large team seemed much more pronounced. This underscores the importance of appropriate formal HR practices to ensure cohesion and maintain service delivery in large organisations (Tortia et al., 2022, p. 121). This placement also improved my knowledge of how tasks should be handled within the Human Resources department. I learned how the supervisor incorporated the method of prioritising, assigning roles and duties, and incorporating Human Resource Information Systems. It helped me develop better time management skills and effective use of technology in secretarial positions.

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

The shadowing exercise revealed the prerequisite soft skills complemented by practical knowledge in the efficient management of administrative functions in the hotel industry. This position requires the delicate balance of interpersonally tackle coupled with trained expertise in a specialised field of human resources (Abarca & Majluf, 2021). Another essential work-related competency that I noticed was flexibility. For example, the supervisor moved from doing a performance evaluation to treating an employee's grievance. According to Reeves (2020, para 10), flexibility and problem-solving appeared particularly important in the volatile hotel environment where priorities change frequently.

Technical expertise was helpful, especially employment law and human resources information systems knowledge. In the field of recruitment, I got a first-hand feel of how legal compliance dominates the section the supervisor undertook during a recruitment exercise, including posting a job description and interviewing techniques. This experience is an eye-opener on the need to familiarise oneself with the existing regulations to prevent unfair practices in Human Resource Management (Sokolov & Zavyalova, 2021, p. 690). Another of the most critical technical competencies revealed was data analysis. The supervisor often reviewed turnover rates, training outcomes, and levels of employee satisfaction to make strategic choices. Witnessing how data can support HR decision-making and qualitative evaluations to achieve organisational development was enlightening. 

Emetumah et al. (2023, p. 25) state that emotional intelligence is a key work-based skill, particularly in conflict resolution. I observed the supervisor mediating a dispute between two department heads, skillfully navigating their concerns while focusing on organisational goals. This experience highlighted how emotional intelligence contributes to maintaining a harmonious work environment, impacting guest satisfaction. Cultural competence is crucial in hotel management (Lam et al., 2022, p. 136). This became evident in the context of Novotel's diverse workforce and international clientele. Also, the supervisor's ability to navigate cultural scopes in communication and conflict resolution was crucial in fostering an inclusive work environment and ensuring guest satisfaction across cultural boundaries.

Section 3: Reflection on Organizational Issues

From my experience during this placement, I realised the main organisational challenge was the failure of HR and Front Office departments to communicate effectively. This lack of a well-coordinated communication system leads to possible inconsistencies between staffing density and guest density and, therefore, could lead to an occasional lack of timely services to the guests (Al-Azzam et al., 2024, p. 428). The consequences of this issue are complex. On the operational level, they were counterproductive as the Front Office could have inadequate staff during the periods when more guests arrived than expected. This not only impacted the flow of operations with guests and their experience but also likely had a negative effect on the front desk employees, adding stress and likely, in part, contributing to higher turnover rates in that area.

From a guest service perspective, long hours between shifts and reduced staffing during busy times were limited opportunities for exceptional guest experiences, potentially resulting in negative word-of-mouth and lost future revenue. To address this, I recommend establishing a cross-functional team comprised of members from the HR, Front Office, and Revenue Management departments to hold a weekly conference call to share forecasts and devise strategies for coping with increases in traffic throughout the week. Also, Cobanoglu et al. (2021, p. 2) posit that developing a quick update of the occupancy forecast and number of staff, a shared digital platform, would help react quicker to shifts. 

Additionally, interventions like cross-training between the HR department and the Front Office team may eliminate that ignorance. It could foster more understanding and knowledge dissemination, improving cooperation and preventing conflict (Lepeley and Beutell, 2021, para 7). These solutions are founded on organisational communication theory, especially boundary spanning, which highlights the circulation of information across organisational divisions. 

Conclusion and Action Plan

This placement at Novotel Bristol has proved helpful in narrowing the gap between the conceptual understanding of the theory and practice of administration in a hotel. This placement has been so useful, especially for purposes of coming up with expert working ways of doing things out of theoretical knowledge, especially within the hotel administration. The human resources tasks that I got engaged in helped me to appreciate how I could tackle some of the emerging issues in large operational outfits such as hotels. These challenges exposed the need for interdepartmental cooperation and effective communication as a key to the operations’ success. Furthermore, this has developed an understanding of the relevance of learning organization in a fast-paced environment offered by the hospitality sector. It has highlighted the critical correlation between HR management practices, guests' satisfaction, and organisational performance.
 In the future, I will ensure that I work hard to improve my data analysis skills because I have begun to realise how crucial they are. I should also expand my understanding of employment law and Human Resources information systems through extra credits or certification classes. Moreover, when I advance higher into the corporate ladder, I will ensure that cross-functional cooperation is considered in the organisation while focusing closely on the guests when performing administrative duties. Therefore, this placement has been a starting point for my career, and I gained skills and insights that will help me to make further positive contributions to the development of the hospitality industry.
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