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The Front Desk department at Marriott Bournemouth is important because it handles most guest-hotel interactions. The Front Office manages check-in and check-out for guests, organizes reservations, addresses guest concerns and complaints and helps other departments manage the hotel’s workflow, also as per (Bardi, 2010). The Front Desk is crucial in creating good guest experiences and ensuring the hotel works well. Throughout my placement, I aimed to accomplish three things: learning how to supervise by helping the Front Desk manager, learning to use important hotel software such as Marriott’s PMS and CRM tools and strengthening my leadership, communication skills and ability to solve problems quickly in a busy customer service environment, (Hag, 2013). The objectives were set to better my knowledge of hotel administration and help me succeed in a future hotel management role.
[bookmark: _Toc199572119]Role Reflection
To reflect on my teaching, I will use Gibbs’ Reflective Cycle (1988) since it organises my thinking and guides me in learning and finding ways to improve. Most of the time at Marriott Bournemouth, I assisted the supervisors and helped complete routine administrative duties at the front desk. My duty was to welcome guests, help with the check-in and check-out process, and sort out any reservation concerns and help the team with guest requests. The Duty Manager in the department took charge, assigned roles to team members, watched their performance, and dealt with conflicts. Ensured work was done promptly, and guests happily depended on the supervisor’s role.
The job needed strong leadership, communication, and organisational skills. For example, communicating well helped manage the availability of rooms in housekeeping and deal with VIP guests with the sales team. I also used Marriott’s reservation system (PMS) and customer relationship management (CRM) software, which help manage guest reservations and details. The highest challenge I faced was handling the rush at cheque-in, which made me need to decide what to prioritise first. While the team functioned efficiently, adding more staff training on the PMS would help the business work more efficiently.
I helped a guest arrive well ahead of the check-in time during my placement because it was a busy day. Because I communicated calmly with the guests and organised the housekeeping work, the guests did not have to wait as long, which showed the importance of good communication and teamwork. I also helped when a booking error appeared because of a system issue by recognising the problem and quickly assisting in resolving it. After going through these tasks, I can see my capabilities in communicating and adjusting, yet I can work on learning the software used at the hotel. That is why I plan to take more courses in PMS and improve my conflict resolution skills through workshops and practice.
[bookmark: _Toc199572120]Discussion of Key Hotel Administration Issue
While working at Marriott Bournemouth’s Front Desk, I noticed that the biggest challenge was with the software systems, mainly because of problems with PMS integration and real-time data synchronisation. Appropriate use of PMS is needed to coordinate when guests can check in or out, what service they receive, billing and guest support. In my time there, I witnessed that the system sometimes caused problems that slowed or disrupted how things were done. In the same way, Yağmur et al. (2023) point out that using technology in hospitality improves service, but to get the most advantage, staff must be frequently trained, and new updates should be implemented. 
Since this topic is about using complex software, it is directly linked to my previous Personnel Resourcing & Development studies, which explained that employees need practical training and development to work well with such programmers. Educating staff about the new features and troubleshooting the PMS is crucial to avoid problems (Muhammad et al., 2021). In my experience, staff members typically shared information informally, which sometimes caused delays in fixing issues. Organising training sessions based on studies about practical training could raise staff morale and positively affect how the business operates as per (Obeng et al., 2021). Hence, the research and what I have seen agree that technology implementation should be supported by staff training.
In addition, the difficulties with PMS integration at Marriott Bournemouth point to hotels' general problems when adapting to new technology. Since hotels are using more advanced software to streamline their work and improve services for guests, the complexity of these systems can sometimes be too much for staff when they do not receive proper training and support according to (Giannoukou, 2024). It may cause processes to move more slowly, mistakes in bookings or payments and, in the end, fewer satisfied guests. I have seen that PMS at Marriott does not always keep room information up-to-date in real time, which sometimes results in disagreements between housekeeping and the front desk about rooms. This interfered with how work was done and required staff to carefully check information by hand, which raises the chance of mistakes.
How managers lead also influences whether the culture accepts new technology as per (Cheng and Guo, 2021). By using transformational leadership and encouraging innovation and growth, managers can help staff be more willing to interact with new systems according to (Krisnawati Setyaningrum Nugraheni et al., 2022). On the other hand, if the organization does not support or resist change, software problems can be even more. I observed that if supervisors emphasised reporting PMS issues and offered quick feedback, the team showed more cooperation and tried harder to solve problems together. This view from the industry matches what academics say: good leadership and proper training programmers can help hotels make the most of their technology.
[bookmark: _Toc199572121]Future Trends in Hotel Administration
In the future, several new trends are set to change how the hotel front office operates, which will affect Marriott Bournemouth. Artificial Intelligence (AI) is revolutionising routine tasks, including self-cheque-in at kiosks, using chatbots to answer guest questions, and using data to predict future revenue. Malla Jogarao (2024) claim that AI adds to hospitality by making things more efficient and tailored, though it must be appropriately managed so guests still feel a human touch. Hotels are responding to the changing demands of guests, such as those who want contactless options and improved digital experiences, by using mobile cheque-in apps and cloud-based PMS.
New technology, such as cloud computing, makes it easier for Marriott to exchange information and provide flexible jobs, which might improve their work procedures (Erdem and Mahmut Barakazı, 2023). I observed how my practice included using mobile tools and embracing partial automation. Still, using AI and modern software could minimize mistakes and let employees focus on spending time with guests. Pimtong Tavitiyaman et al. (2021) emphasised that combining new technology, training workers, and paying attention to customers is the best way to reap the most from hotel technology. By following these future trends, hotel administration professionals need to go on learning and being flexible, which suits my goals in hotel management.
5	Conclusion
In conclusion, working at Marriott Bournemouth’s Front Desk has helped me gain real experience and know more about hotel administration. Using Gibbs’ cycle, I have considered what I do well as a communicator and adaptor and what I still need to improve, especially in my technical abilities. Challenges with software systems within the organisation stood out as an important administrative issue related to academic studies and what I had studied in personnel development. Considering what lies ahead, such as AI and digital advancements, indicates that hotel administration constantly develops and requires people to continue learning. As a result, I have reached my goals by understanding supervision, strengthening my skills and improving my leadership abilities for future career growth in hospitality.
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