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[bookmark: _Toc158710363]Introduction 
The administrative operations of a hotel include managing various facets that are staffing, sales, guest services, maintenance, and finances. An effective administrative operation of a hotel assists in driving profitability, high-quality service standards, policies implementation for fostering guest satisfaction (Tewari, 2009). The placement at Holiday Inn Derby company in the sales office ensures that a part of the administration drives success in the hotel industry. Therefore, the learning objectives for the placement in the sales office within Holiday Inn Derby are:
· To get practical experience of the learned work-based skills and technological skills. 
· To improve personal and vocational development for future employability.
· To gain experience by shadowing supervisory positions. 
· To improve knowledge and skills that are important for the current field.
[bookmark: _qeg52xddjcfw][bookmark: _Toc158710364]Section 1: Reflection on Experience and Personal Development 
[bookmark: _wici5mm1tu9y][bookmark: _Toc158710365]Experience shadowing a supervisory position. 
Sales office administration in a hotel is responsible for coordinating sales efforts, driving sales, responding to inquiries, managing guest bookings, maintaining guest relationships, and supporting marketing initiatives (Raghubalan and Raghubalan, 2009). As stated by O'Fallon and Rutherford (2010), gaining experience by shadowing position allowed one to get practical and first-hand experience with observations. I have gained valuable experience by shadowing in a supervisory role within the Sales Office. I observed while shadowing a supervisory role within the Sales Office that practical knowledge of the skills of communication, teamwork, task management, critical decision-making, problem-solving, and personal skills are essential for doing best within the sales office operation. 
[bookmark: _p9gn8sh4678b][bookmark: _Toc158710366]Importance of work-based skills and technical knowledge
The experience that I got from shadowing the supervisory position is practical and first-hand based and through observations I have understood the importance of work-based skills and technology skills for managing guest service and meeting their requirements as well as supporting marketing initiatives. In shadowing the supervisory position, I have observed and supervised each thing within the sales office to drive sales, it allowed me to understand the importance of work-based skill and technology skills, as both are integral parts of this administration operation development, and I witnessed that the implementation of the skills allows to mitigate challenges and help to manage guest service expectations.
[bookmark: _h627pu96136h][bookmark: _Toc158710367]Impact of personal and vocational development
Personal and vocational development can occur if a certain experience is linear with generic areas of study (ASET, 2017). My personal and vocational development has been significantly by the experiences I gained by shadowing a supervisory role as the previous industry experience, academic journey, and placement matched with this experience allow me to apply and enhance my skills as well as a better understanding of communication, task management, critical thinking, teamwork, problem-solving, and personal skills. In this context, my previous academic studies assisted me in providing foundational knowledge of skills regarding hospitality management and assisted personal and vocational development in this experience. On the other hand, my placement experience assisted me in effectively implementing theoretical concepts on skills of hotel management in a real-life professional setting, which allowed me to understand the operational tasks in a better way and manage the guest services. My industry experience allowed me to be better equipped and utilize real-world scenarios and practical skills assisted me in effectively acquiring needed skills in this hospitality administration.
[bookmark: _juuflpus9adj][bookmark: _Toc158710368]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
[bookmark: _tsrr89z3wsyl][bookmark: _Toc158710369]Work-based skills and technical knowledge in managing hotel administration.
As stated by Bardi (2010), within the hotel management administration and each administrative department, work-based skills that include communication, critical decision-making, problem-solving, teamwork, task management, and personal skills are significantly essential for effective coordination among the team, taking initiative for handling guest experience and requirement, enhance guest satisfaction, managing guest, and ensure operational efficiency. On the other hand, as stated by Casado (2012), in terms of providing a streamlined process, managing the data of the guests, and providing a hybrid booking process, technological knowledge of the staff is essential within the hotel management administration. In addition, this technological knowledge includes reservation systems, CRM software, and other technologies, that are significantly important for hotel management administration.
[bookmark: _b721n1cue89e][bookmark: _qu60vwjmubsa][bookmark: _Toc158710371]Work-based skills and technical knowledge encountered during the shadowing experience. 
As a part of the sales office department, I had to balance multiple tasks including responding to inquiries, managing booking schedules, and managing guests, that task management skills need I had encountered. On the other hand, as a sales manager, I was responsible for negotiating contract terms with guests and resolving guest complaints promptly in critical decision-making and problem-solving skills. Lastly, I was responsible for tracking client interactions and preferences for the technical knowledge of CRM software required to enable tracking and facilitating personalized service delivery.
[bookmark: _1nggkwnsd1b8][bookmark: _Toc158710372]Section 3: Reflection on Organizational Issues 
[bookmark: _z56oa6gkk8bv][bookmark: _Toc158710373]Overall experience and consider one situation.
Concrete Experience (CE)
My overall experience as being in the sales department has allowed me to learn and enhance various knowledge and skills related to this field. During my tenure, I encountered a challenge in which the reservation system experienced a technical glitch that significantly leads double bookings during a busy weekend that leads dissatisfaction among guest, and an increased workload for the sales department. Technical knowledge and problem-solving skills are required for instantly handling technical glitch (Guile and Unwin, 2022). 
[bookmark: _83mvs970qtzz][bookmark: _Toc158710374]Incident impact on sales department's performance
Reflective Observation (RO)
The sales department was negatively impacted by the technical glitch as the incidents created a backlog of inquiries and complaints and the sales team got confused in responding to inquiries and managing guests which diverted resources from proactive sales efforts. For the technical glitch guest service was compromised for that issue and inconvenience occurred in bookings, leading to negative reviews affecting sales efforts and decreasing sale profitability (Shokouhyar et al. 2020).
[bookmark: _o4o345a6wqwc][bookmark: _Toc158710375]Learning from the incident 
Abstract Conceptualization (AC)
In terms of handling the issues, I have learned that technical knowledge is essential for the sales team and collaboration with IT support systems is also essential to mitigate technical failures.
[bookmark: _rq357n8qel3][bookmark: _Toc158710376]Possible solutions to the issue 
Active Experimentation (AE)
The issue can be addressed by effective implementation of regular system checks, crisis management, and training regarding the reservation system. Total Quality Management (TQM) is in effective implementation of technology based on the need for reinforced solutions (Permana et al. 2021). Therefore, TQM utilization is the relevant theory for this context.  
[bookmark: _xu4irqk3rm1k][bookmark: _Toc158710377]Section 4: Future Action Plan 
[bookmark: _tqolxvnh8k59][bookmark: _Toc158710378]Future action plan by identifying areas for improvement. 
Experience helps to gain certain skills and knowledge, and it help to identify areas in which an individual need to improve for handling same experience (Poldrack, 2021). The experience that has been gained through the journey has helped me to learn guest service operations and sales improvement. However, in terms of work-based skills and technical knowledge, I require further improvement in technology knowledge, task management, and personal skills. 
	Specific
	Measurable 
	Achievable 
	Relevant 
	Time Bound 

	To enhance Technical Knowledge
	Measure staff proficiency in reservation systems.
	Provide regular training on reservation systems and CRM software and assign tech-related tasks to staff for hands-on learning.
	Ensure staff can effectively utilize technology to streamline operations.
	6 Months 

	To develop task Management skills 
	Measure by reducing response time to guest inquiries.
	Implement task management software and conduct time management training sessions for staff.
	Improve efficiency in work and responsiveness.
	4 Months 

	To improve personal skills
	Measure by taking feedback from guest service 
	Offer workshops on guest service excellence.
	Develop staff's ability to deliver exceptional guest service.
	6 Months 


Table 1: Action plan based on area of improvement.
(Source: Self-developed)
Action plan with smart objectives assist in achieving certain goal within a specific time-bound (Kolb, 2021). Therefore, the action plan has been developed by outlining specific steps or strategies to enhance work-based skills and technical knowledge which requires further consideration. 
[bookmark: _osrf5by3f2xz][bookmark: _Toc158710379]Consider action plan aligns with personal and vocational development goals. 
In this hotel addition, the personal and professional goals aligned with technology knowledge, task management, and personal skills. Therefore, by continually developing these skills and knowledge, I am better equipped to contribute to the success of hospitality establishments and drive sales growth. 
[bookmark: _u8nqybn0lhix][bookmark: _Toc158710380]Conclusion 
Sales office employees require effective work-based skills and technology skills for maintaining relationships with guests and supporting market initiatives. Shadowing experiences in hotel administration focus on work-based skills and technical knowledge. With hands-on experience, I learned and enhanced skills that linked up with sales hotel administration. However, technology knowledge, task management, and personal skills are the areas in which better skills are required for professional and personal development. 
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