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Introduction
In the heart of Sunderland, the Holiday Inn offers convenience and comfort. The Bridges Centre, University, and Stadium of Light are close together for easy urban transport. Starbucks is open 24/7, and guests can dine at the restaurant and bar or relax in air-conditioned rooms. They can exercise or use the free Wi-Fi at the gym. Despite not having parking, the Holiday Inn in Sunderland is recommended for its convenient location and friendly staff.
Objectives
As a front office supervisor in the hotel, I will acquire the ability to effectively engage with guests, colleagues, and managers, thereby enhancing my communication and interpersonal aptitude (Park and Kim, 2021). I aim to acquire comprehensive knowledge about the current trends and obstacles encountered by the hospitality industry, along with a thorough understanding of the various categories of hotels and resorts. I intend to acquire proficiency in utilising fundamental office software, including word processing, spreadsheets, and databases. In addition, I will acquire skills in document filing, telephone handling, and email management.


Section 1: Reflection on Experience and Personal Development
Observing and learning from a supervisory position in the front office of Holiday Inn Sunderland can provide invaluable insights for individuals interested in comprehending the complexities of hotel administration and its pivotal role in delivering exceptional guest service (Arvanitis, 2020). Through direct observation and assistance from a supervisor, I developed a greater understanding and recognition of the practical skills and specialised knowledge needed to successfully handle the ever-changing front desk environment and effectively meet guest expectations. Using Kolb's reflective learning model, I can analyse how this experience enhances my comprehension and personal growth:
Concrete Experience 
From the very beginning, I am fully engaged in the dynamic and rapid environment of the front desk. Observing the supervisor effortlessly manage check-ins, respond to guest inquiries, and navigate unexpected difficulties offers a direct comprehension of the fast-paced setting (Garg, 2023). I carefully observe the heterogeneous array of guests, with their distinct and diverse requirements, and the intense demand to provide a seamless and unforgettable experience for each individual.
Reflective Observation 
Taking a moment to contemplate, I analyse the supervisor's actions and decisions. Which communication tactics were employed to mitigate a highly sensitive situation? How did they utilise technology to effectively handle reservations and allocate rooms? How did they accurately predict the needs of the guests and surpass their expectations by going above and beyond? This self-reflective examination enables me to internalise the significance of effective communication, flexibility, and a mindset focused on providing service.
[bookmark: _Hlk157759580]Abstract Conceptualisation 
The observations develop into more comprehensive insights. I acknowledge the significance of work-related competencies such as problem-solving, time management, and cultural sensitivity (Jackson et al., 2023). I understand the significance of possessing technical expertise in property management systems, communication tools, and emergency protocols. These abstract concepts enhance my comprehension of the interdependence between providing excellent guest service and the fundamental skills and knowledge necessary to accomplish it.
[bookmark: _Hlk157759590]Active Experimentation
Equipped with these recently acquired understandings, I actively pursue chances to conduct experiments. Perhaps I can aid in guest registration, familiarise myself with the property management system, or observe the housekeeping team to gain insight into their contribution to guest satisfaction. 

Section 2: Critical Analysis of Work-based Skills and Technical Knowledge
Hotel administration involves a complex coordination of tasks such as managing reservations and billing (Kainthola, 2021). However, a closer examination reveals the crucial relationship between job-related skills and technical expertise in achieving a harmonious and effective guest service experience. By shadowing a supervisory role at Holiday Inn Sunderland, I have the chance to closely observe and analyse the harmonious interaction that takes place there. This experience will allow me to discover the precise skills and knowledge required to succeed in this dynamic environment (Hohenstein, 2022).
Work-based Skills
Time Management: The supervisor's ability to prioritise tasks, delegate efficiently, and meet deadlines exemplifies the vital importance of organisation and time management in maintaining a seamless administrative workflow.
Teamwork: Witnessing the supervisor's coordination with housekeeping, maintenance, and other teams emphasises the significance of efficient communication, sharing of information, and resolution of conflicts within the wider administrative ecosystem.
Communication: Effectively transmitting information, attentively attending to guest concerns, and adjusting communication approaches to accommodate various personalities are of utmost importance.
Technological Skills 
Property Management Systems (PMS): Observing the supervisor proficiently handle reservations, room assignments, and billing using the Property Management System (PMS) underscores the significance of mastery of these essential software tools.
Emergency Protocols: The supervisor's comprehension of fire safety procedures, evacuation protocols, and guest medical emergencies underscores the significance of technical expertise in guaranteeing the safety and well-being of guests (Siddig, 2022). 


Section 3 Reflection on Organisational Issues
Observing as a supervisor at Holiday Inn Sunderland offered a valuable insight into the fast-paced realm of hotel management. In addition to observing regular tasks, I came across a particular situation that emphasised the crucial interaction between job-related skills, technical expertise, and their influence on overall operations.  During a hectic rush of check-ins, a system outage disrupted the Property Management System (PMS) (Dikken, 2020). Guests grew increasingly impatient and frustrated as they were unable to access their reservations. I encountered a situation filled with intense pressure and required prompt and efficient action.
The higher authority efficiently assigned tasks after acknowledging the need for help. While certain team members provided reassurance to guests, others reached out to IT support. By adopting a collaborative approach, all individuals were able to contribute effectively, thereby reducing additional delays and frustrations (Park and Ramirez, 2022). The supervisor utilised their expertise to explore alternative solutions. They employed traditional guest logs and physical records to handle urgent check-ins, showcasing ingenuity and flexibility in overcoming technological obstacles.


Section 4: Future Action Plan
	Skills
	Areas for Improvement
	Action Steps

	Guest Service Excellence
	Proficiency in industry standards, customisation of guest experiences, and adeptness in managing challenging guest situations.
	Engage in comprehensive training programmes tailored to specific industries, hone personalisation techniques, and simulate difficult guest interactions through role-play.

	Task Management Mastery
	Utilising sophisticated strategies for time management, harnessing technology to effectively manage tasks, and proactively anticipating potential obstacles.
	Acquire knowledge of agile project management methodologies, make use of productivity applications, and perform scenario planning exercises.

	Personal Skills Refinement
	Topics covered include cultural sensitivity, stress management techniques, and self-awareness.
	Engage in reading materials about cross-cultural communication, engage in mindfulness exercises, and actively participate in self-assessment tools.

	Teamwork Optimaisation
	Assessing the unique abilities of team members, utilising a range of viewpoints, and cultivating cohesion among team members.
	Engage in the observation of high-performing teams, assume leadership positions in small-scale projects, and coordinate team-building activities.

	Communication Enhancement
	Proficiency in active listening, mastery of conflict resolution strategies, and development of self-assurance in public speaking.
	Participate in a workshop focused on active listening, engage in conflict resolution exercises with colleagues, and become a member of a Toastmasters club.




Conclusion
In conclusion, the administrative positions at Holiday Inn Sunderland play a crucial role in the hotel's success, despite their behind-the-scenes nature. From the reception area to the administrative department, they ensure a smooth guest experience, streamlined operations, and smart decision-making to make each guest's visit unforgettable. This learning highlights the importance of administrative positions at Holiday Inn Sunderland, which are crucial for the hotel's prosperity. Supervisors can improve their communication and interpersonal skills by actively interacting with guests, colleagues, and managers (Paluch, 2022). This also explores Kolb's reflective learning model, which highlights the correlation between job-specific skills and technical proficiency. The text also addresses a scenario in which a system outage disrupted the Property Management System, highlighting the importance of collaboration and the improvement of skills. 

References
Arvanitis, P., 2020. Domestic Tourism at Mountain Destinations; evidence from Central Greece. In THE INC (pp. 47-47).
Dikken, N., 2020. Designing a digital key for hotel applications (Doctoral dissertation, ETSI_Informatica).
Garg, G., 2023. The Art of Connecting: Mastering Communication Skills for Work and Life. Gaurav Garg.
Hohenstein, N.O., 2022. Supply chain risk management in the COVID-19 pandemic: strategies and empirical lessons for improving global logistics service providers’ performance. The International Journal of Logistics Management, 33(4), pp.1336-1365.
Jackson, D., Riebe, L., Meek, S., Ogilvie, M., Kuilboer, A., Murphy, L., Collins, N., Lynch, K. and Brock, M., 2023. Using an industry-aligned capabilities framework to effectively assess student performance in non-accredited work-integrated learning contexts. Teaching in higher education, 28(4), pp.802-821.
Kainthola, V.P., 2021. Principles of hotel management.
Paluch, S., Tuzovic, S., Holz, H.F., Kies, A. and Jörling, M., 2022. “My colleague is a robot”–exploring frontline employees' willingness to work with collaborative service robots. Journal of Service Management, 33(2), pp.363-388.
Park, D. and Ramirez, G., 2022. Frustration in the classroom: Causes and strategies to help teachers cope productively. Educational Psychology Review, 34(4), pp.1955-1983.
Park, K.H. and Kim, D.K., 2021. Understanding the relationships among emotional exhaustion, job satisfaction, and emotional intelligence of hotel front desk employees. Asia Pacific Journal of Tourism Research, 26(5), pp.504-515.
Siddig, F.I.A., 2022. Multiple functions of light: a dialogue among people, light and space.
