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[bookmark: _Toc182068817]Introduction 
The Hilton Garden Inn Doncaster Racecourse focuses on customer satisfaction while enjoying an efficient functional department (Hilton.com, 2024). The department of human resources is responsible for staffing, training, supervision, and handling any employee related issues that can hinder the smooth running of the hotel (Bratton et al., 2021).
Learning Objectives:
· Understand the role of HR in hotel administration as well as guest services 
· Learn different skills and knowledge.
· Gain technical knowledge for future job positions.
In the report, the personal reflection will be addressed on the experience of the supervisory role in the HR department. 






[bookmark: _Toc182068818]Section 1: Reflection on Experience and Personal Development.
The Gibbs Reflective Cycle helps to structure the learning from experiences (University of Edinburgh, 2024). On the basis of the reflective cycle, my experience as a supervisory role in the human resources department at Hilton Garden Inn Doncaster Racecourse has enhanced my understanding of the crucial work-based skills as well as technical knowledge which are essential to offer good quality services to the guest. In the description stage, I saw my senior managing employee relations, training and delegating tasks and duties which showed how HR contributes to guest satisfaction through developing staff. Reviewing my feelings, I used to think that HR only had limited responsibility to do with guest service but the experience has really made me know the real impact of the HR department on the guest services as well as overall organisation. The team collaborations and witnessing the effective communication has enhanced my awareness of the skills that are crucial to motivate the employees to enhance the guest experience. 
In the evaluation phase, I realised that this placement made me understand how important specific skills like task management and teamwork are for enhancing operations. The team meetings made me realise the importance of communication in creating a positive work environment which is crucial to meet the needs of the guests. HR promotes teamwork and communication support services to meet the standards in the company by ensuring staff are equipped and enthusiastic.  Moreover, in the analysis phase, I made links of this experience with the academic work, past industry experiences and the communications and personal skills. As per this experience my conclusion is that adaptability and attention to detail are highly relevant in HR positions because these factors influence staff satisfaction as well as guest service. I will also build more of these competencies to prepare for future positions in the HR department of hospitality and improve the results of guest services. 
[bookmark: _Toc182068819]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
In my role as a supervisor in the HR department of the Hilton Garden Inn Doncaster Racecourse, I gained a deeper knowledge as well as understanding of the crucial work based skills and technical knowledge which are essential to efficiently manage the administration of the hotel. These skills are important in order to maintain the efficient running of the hotel affairs relating to employees and guests. One of the key skills which I encountered during my role is the effective communication skill. In the HR department, clear and effective communication is essential to provide clarity in staff and management relations and in passing information, directives, rules, and regulations to the employees (Santos et al., 2023). For instance, I noted that the manager was involved in communicating with the employees in on boarding meetings which helped the new employees to understand their roles as well as responsibilities. The outcome of the process was the formation of a united and dedicated staff which in turn improved guest services at the hotel. Communication is not only important for internal operations but it also influences the guest experience as it guarantees that staff members understand their roles and responsibilities for handling guests' needs and concerns (Wu et al., 2021). Another key skill which is crucial for the HR department is task management. In HR, organising the employees shifts, and coordinating the performance appraisals is a function that demands efficient organisational capabilities (Goel, 2023). I saw how the manager was able to work with shift scheduling to match the organisational needs with employees while avoiding exhaustion. This type of task management is important in the hotel setting especially because it significantly determines the level of service delivery and organisational effectiveness.
Moreover, the technical knowledge in the HR software is important for dealing with employee records, performance appraisal as well as reporting (Yanamala, 2022). The application of the HR software enabled records retention as well as progress tracking and assessments, particularly for training, staff performance, and so on that are crucial to keeping high standard service delivery and a happy working atmosphere. For instance, I noted how the HR software managed and monitored the training completion profiles of new employees to guarantee that they could respond to the needs of the guests adequately and meet service delivery requirements.
Henceforth, these are the work based skills and technical knowledge which are essential to effectively work in the HR department. The Gibbs reflective cycle has helped me to effectively reflect on the work based skills and technical knowledge. It supports smooth operations as well as enhances the guest experience by ensuring motivated and well trained staff. 
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The organisation issue that I witnessed is the high employee turnover rate during my role in the HR department at Hilton Garden Inn Doncaster Racecourse. Employee turnover was a major concern that the department experienced which affected service delivery to the guests as well as internal operations. As the new employees join and leave the hotel frequently, it has impacted teamwork and cohesion. Furthermore, this high turnover disturbed training procedures constantly which meant that staff was less effective at delivering guest services. In terms of departmental perspective, the frequent recruitment process became a burden for the HR department who had to balance the work of managing on boarding and training as well as the daily operation (Ochieng, 2023). These led to the fact that it was impossible to promptly respond to employees complaints as well as perform various administrative activities. Moreover, in the case of the guests, there was a concern arising from fresh human resources where the personnel were unfamiliar with the specificities of the hotels functioning and therefore would take time before delivering optimum performance.
In my opinion, by enhancing employee engagement approaches like expanding the suitable benefits package, developing professional training and fostering a supportive workplace environment are essential to reduce turnover. Herzberg's two-factor theory is also useful as it points to the impact of motivation and satisfaction elements (like recognition, the degree of responsibility) and hygienic factors (such as pay, working conditions) (Kurt, 2022). Further, come up with a better on boarding and mentoring system to help the new employees to integrate more quickly (Ahmed, 2021). These would better the staff morale and quality of the delivery of services to the guest.
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I have learned several work based skills and technical knowledge about managing hotel administration during my supervisor role at the HR department at Hilton Garden Inn Doncaster Racecourse. I became aware of the significance of effective communication, work organisation, and technological expertise in HR as it has a direct impact on customer satisfaction and organisational performance in hotels. Furthermore, from the experience I got to know how important the role HR departments play towards creating motivation and attracting skilled human resources, which in turn improves the guest experience. This placement has highlighted the importance of the vocational as well as personal development in shaping my future career in the hotel industry. I learnt that communications, organisational and technical skills will be valuable in any administrative position.
Action Plan: 
	Objectives 
	Tasks
	Success Criteria 
	Time Frame

	Develop communication skills 
	Attend workshops as well as webinars related to HR
	If I am able to effectively communicate with others in group
	2 Months 

	Enhance organisational skills 
	Participate in different courses 
	If I am able to manage and schedule tasks in HR position 
	2 Months 

	Gain technical knowledge of HR software 
	Completion of the certification course 
	Proficiency in HR management system and tools 
	2 Months 


Table No.1: Action Plan
(Source: Created by the Student)
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