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[bookmark: _Toc200553059]Introduction
I worked in the front desk department of Mercure Daventry Court Hotel for a brief period of time. Mercure Daventry Court Hotel offers a 24-hour front desk service (accor.com, 2025). This means that the staff members are always available to assist the guests with check-in, checkout and other queries and complaints. It also offers a wide range of services, including reservations, handling the enquiries of the guests and concierge service.
I expect to achieve the following learning objectives:
· To gain valuable knowledge and information as to how to develop a positive interaction with the guest, build rapport with them and develop trust in the relationship.
· To learn how to respond to guest enquiries with a lot of emotion and empathy.
· Gain effective knowledge and a better understanding of how administrative work contributes to the overall operational efficiency and guest experience.
[bookmark: _Toc200553060]Section 1: Role reflection
I will be using Driscoll's What model to identify my roles and responsibilities in the fun desk department and how the supervisors impacted the overall operational efficiency.

Figure 1: Driscoll Model of Reflection
[bookmark: _Toc200553061]Role held in the organisation
I was asked to assist Sean, the front office manager, and his team members in carrying out the day-to-day operations of the front desk department as a whole. My overall responsibility was to ensure smooth operations of the front desk and the reception area while at the same time providing excellent customer service to front desk operations like guest check-in, check-out, registration of the guest room assignment, managing the guest reservation and allocating the rooms accordingly.
Leadership is often exercised and demonstrated in the form of problem-solving, being by the side of the team members in need, motivating the team members during difficult times and ensuring effective and clear communication between the front desk staff and the customers (Bigwanto et al. 2024).
[bookmark: _Toc200553062]How the supervisory role impacted operational efficiency
Effective supervision plays a very important role in the optimisation of the resources, in this case, the rooms that are to be allocated to the customers. The supervisor's intervention into the situation ensured that the needs and requirements of all the customers were met and none of the rooms available at the disposal of the staff members were underutilised or wasted. The supervisor also impacted operational efficiency by improving employee performance and ensuring the establishment of a positive work environment. By supporting the front desk staff at times of critical customer and staff interaction, the supervisor was able to create a culture of respect, mutual trust, and collaboration, which led to improved productivity and higher team morale.
The most important work-based skills include the following:
· Leadership skills: the ability of the supervisor to be empathetic to the customer situation and focus on relationship building with the customers played an important role in maintaining long-term customer satisfaction and loyalty (Zebulom Abule and Ile, 2022).
· Communication: my supervisor was extremely clear, concise, and truthful regarding sharing all the information in terms of room allocation. This was the bedrock for maintaining transparency with the customers, and it also fostered collaboration for the future.
· Problem-solving: my supervisor ensured that all the other team members, including me, identified the solution for the problem of the customer (Kimani and Scott, 2023). This enhanced critical thinking and creativity among all the other team members.
The technical knowledge that impacted operational efficiency in the front desk department is as follows:
· CRM tools: while working within the department, I gained extensive knowledge in navigating through the CRM interface and also entering customer information and data, such as appointments, reservation dates, type of room booked, and other flight or arrival details of the customers.
· PMS tools: this helped me improve my technical knowledge to understand how to manage the reservation, the guest check-in and checkout times and track the room status, such as rooms being clean, dirty or out of service.
The major challenge that I faced during my time in the front desk department was handling difficult customer queries and complaints. The emotional outburst of the customers often makes it difficult for the front desk managers to maintain a certain level of professionalism (Zhang et al. 2024). I resolved this challenge by taking the help of my supervisor, who communicated in a clear and highly empathetic manner. His ability to offer solutions to the customers was extremely innovative.
[bookmark: _Toc200553063]Two real examples
Two real examples of the skills to be implemented are identified below:
· The customer who had already checked out from the hotel asked for a free allocation of a room for 1 to 2 hours because his flight was delayed. Although my colleagues and I tried to communicate to him clearly that this was not possible and it was against the company rules, my supervisor offered him comfortable lounge access within the hotel premises with free drinks and snacks. This was an innovative way of resolving the problem of the customer.
· My supervisor took the side of his team members, saying that they were completely right on their part. This showed leadership skills. However, he used the CRM details of the customers and realised that he always chooses our hotel for a stay in Daventry. Hence, although he supported the team members, he also made an arrangement for the loyal customer to resolve his issue.
	Personal strength
	Personal Weakness

	I have excellent active listening skills, as I didn't interrupt the customer or refuse to hear his query. 
	I lack empathy as I was too direct in my communication


Table 1: Strengths and weakness
[bookmark: _Toc200553064]Action plan
	Action 
	Resources
	Timeline

	develop a sense of empathy towards the customers by acknowledging their emotions and learning how to use empathetic language.
	joining emotional intelligence, training, learning how to use empathetic language
	 1 to 3 months

	Innovative problem solving
	Brainstorming ideas with the team, maintaining a journal
	2 to 5 months


Table 2: Action plan
[bookmark: _Toc200553065]Section 2: Discussion of Key Hotel Administration Issues
A significant administrative issue that I realised in the placement Hotel was the training and development of the team members. Patil and Saxena (2023) commented that training is extremely essential for staff development and proper allocation of resources. However, the cost of training, time constraints, and maintaining the training culture have become critical challenges. 
Cost constraints: Spektor et al. (2023) identified that training programs are extremely expensive if the trainers are recruited from outside. I already identified in level five personal research and development assignments that not only the individual team members but also the HR managers require training and development to identify how to develop the health and well-being of the employees. Hence, ensuring that all individuals adjust to the company, culture, training, and development is crucial. This can be extremely cost-intensive, especially if the aims and objectives and the need for training are not identified properly (Vicente, 2022). Mercure Deventry Court Hotel is a midscale hotel. Hence, proper allocation of resources is extremely crucial for maintaining long-term ability.
Developing a training culture: there is a lack of culture for continuous training and development within the placement organisation. I experienced significant challenges in managing my busy schedule with frequent training. Štilić et al. (2023) highlighted that this has often become a highly crucial factor in engaging the employees from the training.
While working on a level 5 personnel resourcing and development assignment, I learnt that talent management is not only about attracting and recruiting employees but also investing in their continuous development and growth so that they remain productive and engaged within the organisation. Within the Mercure Daventry Court Hotel, I believe that the training practices do not focus on enhancing the knowledge and skills of the employees. This contributes to a lackluster customer experience within the organisation (Ruel and Njoku, 2021). Factors like creating the leaders of tomorrow significantly contribute to employee engagement practices (Flandrin et al. 2021).
[bookmark: _Toc200553066]Section 3: Future Trends in Hotel Administration
Some of the most critical future trends in front-office operations include the following:
Use of AI in hotel management: artificial intelligence is perhaps the biggest trend that is going to completely transform the front desk jobs in the placement Hotel. Buhalis and Moldavska (2022) commented that AI can automate routine tasks such as seamless check-in and checkout, and also provide chances of offering personalised experiences. AI can make use of the available guest data to identify the preferences and needs of the customers and provide recommendations for room upgrades, menus, recommendations, and other amenities and services. In my experience, AI technology can also predict the weather and changes in travel plans of the customers, making it easier for the staff members to credit plan changes. This can help resolve the emotional outbursts of irate customers whose needs are not being met. However, I am a little concerned about the loss of jobs that the front desk managers might experience. Al-Hyari et al. (2023) commented that instead of losing jobs, front desk staff might become relations officers where they focus on creating experiential service for the customers.
Changes in customer expectation: in the near future, Bigwanto et al. (2024) commented that customers would expect a much more technology-driven and seamless personalised experience from the front desk hotel staff. Hence, I will have to focus on prioritising convenience and seamless interactions with the customers. The front desk staff must also be well equipped with AI-driven personalised recommendations to offer customised dining services and tailoring. The amenities provided in the room according to the tastes and preferences of the customers.
[bookmark: _Toc200553067]Conclusion 
From the placement experience, all my learning objectives have been effectively achieved as I have gained a lot of information on positively interacting with the target audience and developing trust with the other teammates. I also learnt how to be more emotionally empathetic to the customers.
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What


The customer who had already checked out from the hotel asked for free allocation of a room for 1 to 2 hours because his flight was delayed. Me and my colleagues tried to communicate to him clearly that this was not possible, and it was against the company rules


So what


This led to a heated conversation between me and my collegue and the customer.  my supervisor offered him a comfortable lounge access within the hotel premises with free drinks and snacks. This was an innovative way of resolving the problem of the customer.


Now what


develop a sense of empathy towards the customers by acknowledging their emotions and learning how to use empathetic language.


joining emotional intelligence, training, learning how to use empathetic language


