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Introduction

Reflection on Experience and Personal Development
My experience shadowing a supervisory position in the Front Office department significantly contributed to my understanding of the importance of work-based skills and technical knowledge required to meet guest service standards. For instance, during my first week, I encountered a situation where a guest was unhappy with their room assignment due to noise issues. By actively listening to the guest’s concerns and empathizing with their situation, I learned the value of effective communication and problem-solving skills. I proposed alternative room options that were qui During my internship at Hilton Garden Inn Luton North, I had the opportunity to immerse myself in various aspects of the hotel’s administrative operations. This hotel, part of a well-established international brand, is known for its commitment to customer service and operational excellence. Throughout my placement, I was exposed to a well-defined organizational structure that encompasses key departments including Front Office, Human Resources, Finance, Revenue Management, and Marketing. Each department plays a crucial role in ensuring that the hotel runs smoothly and meets the expectations of its guests.

Learning Objectives:
In light of the diverse responsibilities associated with hotel administration, I set specific learning objectives to guide my experience and personal development during this placement:
· To Develop Effective Communication Skills Within the Team:
Effective communication is vital in the hospitality industry, as it directly impacts guest satisfaction and employee collaboration. I aimed to enhance my verbal and non-verbal communication skills by engaging with team members across departments. For instance, participating in daily briefings helped me understand how information is disseminated and how important clear communication is for aligning team goals and addressing guest needs.
· To Understand the Administrative Processes and the Role of Each Department in the Hotel's Operations:
Understanding the intricacies of hotel administration was a primary focus of my internship. I intended to learn how each department contributes to the overall operation of the hotel. For example, I observed how the Front Office team manages guest check-ins and check-outs, while the Human Resources department oversees staff training and compliance with labor regulations. This holistic view of the hotel's operations provided me with insight into how interdepartmental collaboration is essential for maintaining efficiency and service quality.
· To Apply the Theoretical Knowledge Gained During My Studies to Practical Situations:
I sought to bridge the gap between academic theory and practical application. Drawing on concepts learned in my coursework, such as service management and operational strategies, I aimed to analyze real-world situations and understand their implications. For instance, applying the principles of revenue management I studied allowed me to participate in discussions about pricing strategies during peak seasons, thereby seeing theory put into practice.
· To Identify and Resolve Administrative Issues Encountered in Hotel Operations:
Another key objective was to develop my problem-solving skills by identifying and addressing administrative challenges. For example, I encountered a situation where a guest's reservation was incorrectly logged into the system, leading to confusion during check-in. By collaborating with my supervisor, I learned to approach the issue methodically—reviewing the booking details, communicating with the guest to manage their expectations, and ultimately finding a solution that satisfied both the guest and the hotel’s operational standards.

Through these objectives, I hoped to cultivate a robust foundation of skills and knowledge that would prepare me for a successful career in hotel management. My experiences at Hilton Garden Inn Luton North have not only expanded my understanding of the hotel industry but also reinforced my commitment to pursuing a career in hospitality.
eter, which improved the guest's experience and reinforced my understanding of customer service (Bardi, 2010; Walker, 2016).
In addition to enhancing my communication skills, I also learned about the importance of teamwork and task management. Collaborating with colleagues from different departments allowed me to see how essential coordination is to the hotel’s success. For instance, I participated in a daily briefing with the housekeeping and maintenance teams, which highlighted how their roles directly impact the guest experience (Johnston et al., 2012). This collaborative approach ensured that any issues, such as delayed room cleanings or maintenance requests, were addressed promptly, fostering a smooth operation.

Critical Analysis of Work-Based Skills and Technical Knowledge
Work-based skills and technical knowledge are fundamental for managing hotel administration effectively. Throughout my internship, I learned about various software systems used for managing reservations and guest profiles. For example, I shadowed the Front Office Manager as they utilized the Property Management System (PMS) to track room availability and guest requests (Rughubalan, 2009; Tewan, 2009). This experience emphasized the necessity of being proficient in technology, as it allows for more efficient handling of tasks and improves overall service delivery.
Moreover, I witnessed firsthand the critical role of financial management in the hotel industry. During the monthly revenue meeting, I observed how financial reports were analyzed to identify trends in occupancy and pricing strategies. This knowledge is vital for making informed decisions that affect the hotel’s profitability (Fallon & Rutherford, 2010). For instance, the hotel implemented a special weekend package that increased occupancy during traditionally low periods, demonstrating how strategic planning can enhance revenue.

Reflection on Organisational Issues
Throughout my placement, I encountered an organizational issue regarding communication between departments, which led to delays in processing guest reservations. For example, I noticed that the Front Office team was not consistently informed about changes made by the Sales Office regarding group bookings. This miscommunication resulted in confusion during check-in, as guests were not accurately informed about their room assignments, leading to dissatisfaction (Pizam & Shani, 2009).
To address this issue, I proposed implementing a standardized communication protocol between departments, such as a shared digital platform where updates about reservations and special requests could be posted in real time. Regular inter-departmental meetings could also be scheduled to discuss upcoming events and share relevant information (Kotler & Keller, 2016). This proactive approach could enhance collaboration and ensure that all teams are on the same page, ultimately improving the guest experience and operational efficiency.

Conclusion and Action Plan
This internship experience taught me invaluable lessons about the significance of work-based skills and technical knowledge in hotel management. I learned how crucial it is to build effective relationships with colleagues and guests to ensure a harmonious working environment and excellent service (Ottenbacher & Harrington, 2007).
Moving forward, I plan to continue developing my communication and technical skills by attending relevant courses and workshops in the hospitality industry. Additionally, I will seek opportunities to improve my leadership abilities, considering my aspirations to advance in hotel management.
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