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Coldra Court Hotel being a reputable company in the hotel business sector provides a broad variety of administrative services crucial for the proper functioning of the company. The functions which are under the administration department comprise many functions such as front-desk functions, back functions, selling and marketing, human resource management, accounting functions and revenue management among others. During my placement within the administrative department at Coldra Court, I aimed to achieve the following objectives:
· To develop practical skills in different areas of administrative work Including record-keeping, data entry, and report preparation.
· To acquire experience in the efficient operation of a hotel that relies on the HMS.
· To identify relationships of different departments within the hotel organisation and their effect on the total performance.
· To learn the identification and management of administrative issues.
· 
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When I was working at Coldra Court, I was lucky enough to observe a particular supervisor at the front office. This experience was very helpful to understand how it works to have a team, discuss how to improve guest service, and much more. Watching the work process of the supervisor, I came to know about work-based competencies and the technical know-how necessary for a supervisor. I became aware of organisational communication, conflict-solving, and decision-making as tools that keep an organisation efficient. I was able to learn how my supervisor manages guest complaints, how he or she deals with booking-related problems and how the supervisor encourages employees. 
Experience: When I entered my organisation for placement, I ensured that I followed the supervisor around in my first few weeks. For instance, during my practice, I saw a guest who was very angry because he was accommodated in the wrong type of room. The supervisor sincerely heard the guest, said sorry for the inconvenience, and he provided a free upgrade of the room and a free meal voucher in the hotel’s restaurant. Once the guest was happy, the supervisor made other housekeeping members understand why such an incident happened in the first place to avoid a repeat in future. This particular situation made an emphasis on the problem-solving and guest recovery procedures.
Personal Development: The knowledge and experience that I have gained in the field of communication and teamwork during my previous work experience in the industry and my academic sessions have been quite helpful. Some of the learning includes detailing communication skills both oral and written as well as conflict resolution in handling guests' issues. In a setting such as a hotel, where things happen relatively fast, one learns how to cooperate with others to achieve the intended objectives.
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Work experience plays the most crucial role in hotel administration; therefore, appropriate work-based skills are inevitable. While shadowing I applied and noted the importance of communication, problem solving, and time management skills. Gentle and precise language is required in the process of communication with guests, coworkers and superiors (Shen, Qian and Chen, 2020). Administrators can therefore know how to solve problems in the right manner and come up with the best solutions. Time management is key in order-flow scheduling, deadlines and workload distribution.
Work-Based Skills: It is thus important that hotel employees acquire certain work-based skills as they seek to join the hotel industry. Mutual goal and problem-solving skills are important regarding contingencies handling and performance of guest complaints (Waqanimaravu and Arasanmi, 2020). In critical thinking and analysis, a person must be able at least to some extent to assess a given context and come up with unique options and strategies (Bardi, 2010).  Flexibility is a core element in an organisation, especially in areas such as a hotel. Front office staff should manage to balance the shifting priorities, emergencies and changing customers’ needs.   Also, a good communicator has organisational skills, detail-oriented person, and can work effectively among several tasks for an organizational operation to occur efficiently (Shen, Qian and Chen, 2020).
Technical Knowledge: Front office employees need to have comprehensive knowledge of several technologies (Tewan, 2009). This entails the mastery of Property Management Systems (PMS) that is used to perform the following; reservations, check-in, check-out and guest list (Vallen and Vallen, 2014). It is acknowledged that Channel Management Systems (CMS) play an important role in the management of online distribution channels and in increasing occupancy rates (Waqanimaravu and Arasanmi, 2020). Furthermore, previous experience with point-of-sale equipment for processing payments and billing is required (Bardi, 2010). First of all, the shadowing allowed me to work on the HMS of the selected hotel using the system, entering data, and preparing reports. Technical knowledge I will be using in my future work as a hotel administrator.
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While at Coldra Court, I saw a problem related to the training and development policy of the organisation. Kolb’s Experiential Learning Cycle was mainly employed by me in my reflective writing. This cycle possesses 4 aspects.
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Figure 1: Kolb’s Experiential Learning Cycle (Wijnen-Meijer et al., 2022)
1. Concrete Experience: Direct observations of new employee interactions include observed employee tasks which revealed that new hires were experiencing problems and consequently, check-in/check-out times and guest requests were slower. The consequence meant that there were changes in the quality of the services delivered by the department, low productivity and possible unsatisfied guests in regard to the services offered to them. 
2. Reflective Observation: I examined the sources of this problem, including lack of training resources, absence of training guidelines and inappropriate coordination among team members. Since new staff members were not trained, the new staff was not efficient in fulfilling their tasks resulting in delays and mistakes. Also, some of the interpersonal skills are required to be built to develop a healthy relationship between employees.
3. Abstract Conceptualisation: In order to solve this problem, more extensive staff training can be provided, where the agenda for the training will comprise theoretical and practical parts. All clerical and related aspects of the hospitality industry such as the operations of a hotel should be included in this program. Besides, employees' knowledge levels should be reconsidered by providing refresher courses and regular training throughout the reporting period.
4. Active Experimentation: Staff development is a common method through which the hotel can upgrade the morale of the staff, the quality of services and seeking ways of executing improvements continually.

Figure 2: Action steps for Coldra Court (Author, 2024)
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In short, I can say that through practising at Coldra Court I was able to gather substantial administrative experience working in a hotel. The shadowing allowed me to better grasp the basic vocational competencies including interpersonal and practical ones together with technical competencies including the management of hotel operational software and understanding of basic human resource management concepts necessary to perform successfully in this industry. Knowledge about communication, teamwork and hospitality services has been greatly enhanced by this experience obtained in the hospitality industry. This essay allowed me to discover how important training and adjustment are for evaluating one’s self and career progress in a highly competitive field, such as hospitality. 
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Every problem met and every achievement made throughout my placement has mounded my future career endeavour of achieving the best in hotel management. To further enhance my skill set, I will focus on the following areas: 
	Skill
	Action Steps
	Timeline

	Technical Skills
	Complete online courses on advanced hotel management systems and financial analysis (Hagg, 2013).
	3 months

	Soft Skills
	Enroll in a communication and interpersonal skills workshop.
	2 months

	Leadership Skills
	Seek opportunities to lead small projects within the workplace or volunteer organisations.
	6 months

	Industry Knowledge
	Attend industry conferences and webinars, and network with hospitality professionals (Wood, 2013).
	Ongoing



Figure 3: Action Plan for Personal Development (Author, 2024)
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Utilise Technology in skill development program


Develop a Standardised Training Manual


Implement a Mentor Program


Steps: To provide support and guidance to new staff members the administration should pair new employees with experienced mentors. 


Steps: To ensure consistency in training delivery they should provide clear guidelines, checklists, and best practices (HYASAT, AL-WESHAH and KAKEESH, 2022). 


Steps: To make training more accessible and engaging they can use e-learning platforms and online resources (Radhakrishnan, Koumaditis and Chinello, 2021). 


Time: Before implementing any new training initiatives manual should be prepared. By involving experienced staff members in the development process they can make the best out of it.


Time: It should be implemented Immediately, to supplement traditional training methods. By creating interactive online modules and providing access to a knowledge base employee performance can be standarsied (Sakas et al., 2022).


Time: This should be done immediately, upon the onboarding of new staff. By selecting experienced mentors and providing training on effective mentoring techniques the hotel can acheived coordination between employees (Gannon, Clayton and Klenert, 2021).
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