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Introduction
For my future career in hotel management, I developed the knowledge and insights necessary to manage the administrative system effectively in the reception department at the Holiday Inn Sunderland. Owned and managed by Madison Cairn under license from IHG Hotels Limited, the hotel boasts a one-of-a-kind and multifaceted offering by providing 120 stylish air-conditioned suites, luxurious bedding, a fully equipped gym, and a sleek open lobby that is open to both locals and tourists (Madison Cairn, 2022).
During my placement at the Holiday Inn in Sunderland, I learned the administrative processes at the Front Desk. This department is critical in achieving guest satisfaction as it is the first point of contact between the hotel and guests. The daily responsibilities include managing bookings, checking guests in and out, giving the necessary information, and fulfilling guest needs (Elphick, 2022). 
During my experience, I have seen how operational efficiency blends with communication skills and how the receptionists cope with unexpected situations. 
To guide my reflection in the reception department, I used the ERA Cycle (Jasper, 2013) to reflect on my experience through three stages: Experience, Reflection, and Action.
The main learning objectives of my placement in the reception department:
· Developing the ability to communicate effectively with guests and colleagues.
· To learn administrative procedures specific to the department.
· To improve time management skills.
· To develop problem-solving skills.
[bookmark: _Toc191386896]Reflection on Experience and Personal Development
The experience of shadowing a supervisor at the reception department was quite intriguing in terms of gaining a full understanding of hotel management. I had the opportunity to observe how a supervisor coordinates everyday activities, manages the team and ensures that guest service standards are met. This helped me understand the value of having practical and technical skills in creating a friendly and productive work environment.
Some of the essential skills needed in this department are communicating effectively with the guests and the ability to listen and respond promptly to their requests (Tewari, 2016). I also understood the importance of teamwork, especially during busy periods, when teamwork is crucial in order to maintain a constant operational flow (Middleton, 2024).
My prior background in the hospitality industry, paired with my education, gave me a solid foundation in task management and interpersonal skills.  During my placement, I learned how to prioritise activities effectively, be sensitive to guest needs, manage my time better and quickly resolve issues that may arise. I also learned the importance of conflict management in providing high-quality customer service.
Understanding the importance of the guests, having sensitivity to their needs, and anticipating and enhancing the guest experience are the essence of great hotel management (Vallen and Vallen, 2014).
The shadowing experience helped me to better understand the real demands of working in a hotel and how practical skills and technical knowledge combine to deliver quality guest services. 

[bookmark: _Toc191386897]Critical Analysis of Practical Skills and Technical Knowledge
When managing a hotel, practical skills and technical knowledge are crucial in achieving a seamless flow of operations and in maintaining the expected level of service delivery to customers (Bardi, 2010). I have found that these skills not only support the day-to-day activities of reception but are also fundamental to creating a positive guest experience.
One of the most important skills is effective communication. At the reception, clear and quick communication between team members and with other departments, such as housekeeping or the restaurant, is vital for managing guest needs and avoiding mistakes (Walelign, 2019). One good example was when guests arriving at the hotel requested a room suitable for disabled people.  According to Happel (2015), the effective teamwork between the reception and housekeeping allowed for the room to be ready in a short time.
Equally important was the ability to manage time, especially during busy periods, and being able to identify which task to complete first in terms of importance. In peak seasons, the supervisor had to organise activities in such a way as to minimise waiting times and ensure that each guest received the necessary attention. I have learnt how to prioritise urgent requests without neglecting day-to-day administrative tasks like updating reservations or processing payments (CFI, 2022).
From the technical point of view, the use of a Property Management System (PMS) was necessary. This system makes it possible to manage booking, update room status and track individual guest preferences (Wood, 2015; Rutherford and O’Fallon, 2007). I have learnt how to operate this system optimally, avoiding administrative mistakes and enhancing the guest experience.
Another important element was dealing with difficult situations. I was able to observe how supervisors manage guest complaints and ensure that they are resolved quickly while other operational processes are not disrupted (Elphick, 2022b; Walker, 2021). In one specific situation, a guest who was unhappy with the cleanliness of the room was met with empathy and received a prompt solution, which prevented a possible negative review. 
Practical skills and technical knowledge are thus interlinked and contribute to maintaining a high standard of service in the hotel. These skills are necessary to respond effectively to daily challenges and to ensure customer satisfaction.  

[bookmark: _Toc191386898]Reflection on Organisational Issues 
During my placement, I noticed one of the organisational issues at the reception was associated with the lack of communication between shifts. This problem was especially the case during busy periods, when the night team did not adequately pass on vital information to the morning team. This has led to confusion over booking, failure to meet certain special guest requirements and delays in processing requests (Bengsch, 2016).
I felt helpless in providing seamless service to guests but motivated to improve system, communication, and organisation within the department.
The situation highlighted the importance of proactive communication and teamwork while also highlighting operational inefficiencies and staff stress, task management inefficiencies, and lack of clear guidelines (Tesone, 2009).
The absence of clear operating procedures led to confusion and inefficiencies, necessitating improved interdepartmental coordination and training for reception staff to handle common issues efficiently. A total quality program is critical for guest satisfaction, empowering employees to deliver shing ‘moments of truth’ (Vallen and Vallen, 2014).
The experience highlighted the importance of clear protocols. Improved communication and structured training in addressing organisational issues, thereby enhancing service quality and employee morale to deliver exceptional service (Tewari, 2016).
The department’s performance and customer satisfaction were affected by this problem. This incident not only affected the customer experience but also the team’s morale, as it was perceived as a collective failure. 
This problem also had a negative effect on the overall operations of the hotel, as delays or misunderstandings created bottlenecks in other departments, such as housekeeping, which depend on information received from the reception to carry out their work efficiently.
[bookmark: _Toc191386899]A possible solution to this problem would be the integration of a digitised shift handover system in which each team member updates the status of tasks in real time. This way, the next shift would be able to pick up all the relevant information without delays. Furthermore, holding short briefings before each shift could improve communication and prevent possible confusion. 





Conclusion and Action Plan
My experience at Holiday Inn has taught me the importance of continuously developing communication, time management and problem-solving skills in the hospitality industry. As I interacted with the guests and the team, communication was vital for ensuring service quality and looking for opportunities to deliver shining moments of good service. Furthermore, time management along with task prioritisation helped with maintaining an efficient operational flow. Also, dealing with unforeseen situations was critical in resolving problems and meeting the guests’ expectations. 
This experience has given me a clear picture of the responsibilities of a supervisory position in this industry. I gained a deeper understanding of how teams are coordinated and the impact that each decision has on the service provided to customers. Such understanding will benefit my career progression, preparing me for leadership roles in the hospitality industry.
Focusing on my professional growth, I set the following objectives:
· Complete additional training programs to enhance my strategic knowledge of the management and organisational processes of a hotel.
· Develop leadership skills through dedicated training and involvement in team coordination projects.
These steps will assist me in becoming a well-prepared professional who can positively impact the development and growth of organisations in the hospitality industry. 
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