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[bookmark: _Toc199192709]Introduction
Since the Front Desk is the administrative hub for the hotel, it manages bookings, handles guests checking in or out, and speaks with departments such as housekeeping and maintenance (O'Fallon and Rutherford, 2010). While working at ibis London Thurrock M25 for 10 weeks, I watched how the Front Desk supervisors handled reservations, welcomed guests, and communicated with both the housekeeping and maintenance staff. Being in this role made me more knowledgeable in both hotel administration and operations, working in the back office. I aimed to achieve three things: use the Operate Property Management System (PMS) at a high level, provide better guest communication, and learn to make improvements in supervisory areas related to efficiency, training, and guest service. I became more confident, developed better technical skills, and learned more about managing a live hotel setting.


[bookmark: _Toc199192710]1. Role Reflection
Gibbs’ Reflective Cycle helps people organize thoughts to better learn and develop in their careers (Potter, 2015). It covers six phases: Description, for explaining the experience; Feelings, to learn about emotions felt; Evaluation, for judging how the experience went; Analysis, for understanding its reasons; Conclusion, to summarize main insights; and Action Plan, to plan for the future (Paterson and Chapman, 2013). Following the framework, I assessed what I learned to find my key skills, such as communication, managing tasks, and working in a team. In my Front Desk Assistant role, I welcomed guests, processed check-ins and check-outs, updated reservations, dealt with payments, and answered questions coming in by phone and email. I learned about rate codes, how to set up rooms, and guest information through my Opera PMS training sessions. I examined real-time decisions by using the systems within each department. Leaders use a transactional method, assigning roles, setting clear goals, and defining KPIs to their teams (Huertas-Valdivia et al., 2019). Still, when performance mattered the most, transformational leadership prompted employees to put in more effort and perform better. Responsibilities are handed out by the supervisors in a similar way to how duty managers organize the work. I became better at handling new guests, guest requests, and assigning updates to the system unit at the same time. It was important for rooms to turn over smoothly by talking clearly with housekeeping. A big difficulty was dealing with overbooking because of problems in communicating through the booking system. I was overwhelmed in the beginning, so I followed the escalation rules, got help from my supervisor, and secured somewhere else to stay. The incident made it clear that training, quick thinking, and knowledge of when to seek advice are vital. If a guest reported that they were disturbed by noise, I listened calmly, engaged with them emotionally, and teamed up with the night shift supervisor to rectify the problem. They told me later how professional I was. During an outage of my Opera PMS, I changed my process by handling reservations and billing manually. This situation put flexibility to the test and allowed me to practice having contingencies. People skills developed well, supported by guests and colleagues, giving me positive reviews. Even so, it was much harder to control my time in high season. I intend to use prioritization and time-blocking in order to improve. I plan to use Accor’s online training platform to improve my Opera PMS knowledge right now and, mid-term, take part in a guest communication workshop. I want to gain supervision posts at my next placements to improve how I lead and make choices.
[bookmark: _Toc199192711]2. Key Hotel Administration Issue: Training
A major difficulty is that training for new or temporary staff at the front desk isn’t always consistent (Ushakov et al., 2020). Because new employees are put on shifts right away, with no real process for training, there are frequent operational delays and booking mistakes. As a result, both how fast work is done and guest experiences suffer, major criteria in monitoring hospitality performance (Bardi, 2011). Even though structured training is key to good service, budget hotels rarely spend much on it. I have found that this perspective fits my experience. For instance, if an inexperienced employee assigns a booking to the wrong date, it upsets the guests. Learning should occur by combining actual practice with thoughtful reflection (Vince, 2022). However, I noticed that educating employees often happened through personal advising, with no real plans in place and no mechanical feedback on how to improve over time. Tailored onboarding is important for front desk workers, who tend to come and go from their jobs. To take care of the existing issues, I propose a checklist of steps for Opera PMS operations, customer service guidelines, ways to manage complaints, and emergency plans. A partnering plan, where beginning staff follow experienced workers for three shifts, gives them a chance to experience the job firsthand. During feedback, students would learn more, reflect on their progress, and discover what they didn’t know yet. The initiatives are designed to help with onboarding, motivate our staff, and make sure our guests get the best Front Desk service.


[bookmark: _Toc199192712]3. Future Trends in Hotel Administration
With AI and automation, hotels are now able to do more, serve guests more effectively, and build positive experiences (Jabeen et al., 2022). The ibis hotels have provided the Accor ALL app, using which guests can check in and manage their reservations from anywhere. This has lowered contact with front desk staff and shortened the lines. Even though AI helps make things faster, it can mean that the service is less personable (Nam et al., 2021). My observations back up the idea of this double impact. Speed can be achieved with pre-check-in authorization, but guests usually want to talk to a person when dealing with issues that matter to them (Casado, 2011). As a result, the future for hotel administration involves combining machines with human staff to help guests feel taken care of. For this reason, being digitally literate is now a fundamental 'plus' skill along with traditional customer service skills. Increased requirements from guests continue to drive this development. Travelers now look for travel that is quick, simple to handle by themselves, and tailored just for them. In order to meet these requirements, front office teams need to be skilled in technology, as well as communication and problem-solving. Hotels combining AI and personal interactions are more likely to earn customer satisfaction and improve their workflow. Being adaptable to these changes is very important for hotel administrators, as the industry is moving fast in the direction of technology.
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During these 10 weeks, I experienced important growth in my career at ibis London Thurrock M25. I got proficient with Opera PMS, improved how I communicate and solve problems, and discovered supervisory leadership concepts. Working through the Gibbs’ Cycle enabled me to overcome issues like guest concerns and issues with the system by building stronger and more flexible teamwork skills. Because training wasn’t always the same, employees struggled, highlighting the need for formal onboarding. Examining AI in hotels showed that digital skills and human communication are both important. As a result of this, I learned a lot about operating hotels, knew what I wanted to do moving forward, and grew more confident in pursuing management roles in the future.
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