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Introduction
My hotel placement this year was allocated to one of the most popular brands in hospitality industry – Double Tree by Hilton, Dartford bridge. I worked in the Front Office Department which is the most important part of hotel administration that is responsible for guest satisfaction from the moment of their arrival to departure. As a Front desk in this department the services are as follow check-in/ check-out, guest request and complaints, reservations, all coordinated by some other departments like housekeeping, maintenance, F&B, as well as Live well, wellbeing leisure fitness and spa department. At Front desk all the guests are having their first impression of the hotel and resolving guests concerns (Bardi, 2011).
As learning objectives for the placement I chosen to gain experience at reception by developing in guest communication and to improve my customer service skills and experience. Also to understand and learn the front office systems like Property Management System (PMS) and Customer Relationship Management (CRM) software and tools effectively. The last but not least to find out how the Front office leadership works and how they manage and collaborate with the team.



Section 1: Role Reflection using Schon’s Reflection model
I chose Donald Schon’s (1983) model of reflective practice to use and guide my analyse:
Reflection IN Action – this involves thinking on my feet during an experience.
Reflection ON Action – this refers to looking back to learn from that experience. 
My role at reception was as a Front Office Assistant where I was involved to Welcoming guests, assigning rooms, answering calls, addressing guest complaints, register cars for the car parking, as well as to communicate and work with other departments of the hotel. I shadowed supervisors and shift managers to better understand administrative part of the process. 
Leadership team was mainly focused on Hilton standards by assigning new guests to their Hilton Honor programme, where they set up clear task to FO Assistants to make sure they deliver an excellent customer service as well as to encourage the junior staff to learn more and how to lead to upselling and upgrading rooms for guest especially the corporate ones which a regular in the hotel by providing VIP check-ins, (Bardi, 2011).
The impact of the supervisor’s role on operational efficiency is really important when it comes to communication and problem-solving. Double Tree by Hilton, Dartford bridge has as 60 to 80% average occupancy during week (Monday is the busiest day) and 
40 to 50% during weekends which is the reason why Front Desk receptionists deals with many guests complaints. Supervisor and manager role here is crucial in order for them to resolve the complaints as soon as possible and exceed guests expectations. I observed that they use internal CRM platforms to manage bookings, guest preferences and financial transactions and issues.
One of the challenges that I experienced during my placement was to manage the guest expectations during check-in times where it was really busy as most of the guests arrived at the same time (early afternoon) and some of the rooms haven’t been cleaned yet by the house keeping team. I had a situation where a lady that just arrived wanted to check-in, but I checked her booked room, and it wasn’t ready yet. She becomes very frustrated, and I had to get support from the supervisor on shift. I explained the situation to the supervisor, and I asked if it’s possible for us to upgrade her room with any other available so she could check-in and quickly resolve the issue as well as to give her a complimentary bottle of still and sparkling water (that they usually do for Hilton Honors members). The supervisor responds to me that this a good idea and also suggested to me to message on their what’s up group chat the housekeeping team and make sure her upgraded room is clean and ready to use. 
Another challenge I was involved was to resolve a billing issue for a man who has booked his reservation via booking.com and the system charged him over due to previous day issue happened, and the IT team couldn’t resolve it. I immediately call the manager, and she had to call the IT team to report and resolve the problem. The guest was really patient, and he understood the situation and as it wasn’t his fault we have offered him more welcome cookies at reception as a complimentary. 
However, because of this situation I found my strengths and weaknesses such as clear verbal communication skills and occasional hesitation under pressure when I have to deal with irate guests.
In order for me to improve this I had to action plan for professional development.  My goal was to enhance PMS proficiency by completing the full training of Hilton training modules in Klarent platform online. Also to improve guest conflict resolution by participate in the receptionist and supervisor role, as well as to build more leadership skills by volunteering to lead the team where possible. 


 Section 2 – Discussion of Key Hotel Administration Issue – Training
A key administrative issue I identified during my placement was inconsistent training among new staff. Some team members received thorough onboarding, while others had limited exposure, leading to operational inefficiencies and uneven guest service quality.
This issue aligns with the Personnel Resourcing & Development (Level 5) module, which explores effective recruitment, training, and retention strategies.
Academic literature supports the notion that structured training enhances performance and guest satisfaction (Baum, 2015). According to Ladkin and Buhalis (2016), investment in human capital is essential in hospitality due to the high-touch nature of services.
In my placement, the variance in training meant that new hires often relied on more experienced staff for basic tasks, slowing down operations. 
Noe et al. (2017) highlight that effective training should be strategic and aligned with business goals. I believe that a standardised induction program and ongoing development opportunities could improve performance and morale.
In summary, lack of consistent training affected operational quality. Aligning training initiatives with organisational goals, as recommended by CIPD (2021), would foster a more competent and confident workforce.
Section 3: Future Trends in Hotel Administration
The hospitality industry is being shaped by technology, automation, innovations and changing guest expectations. The Front Office is no exception. One trend is the increasing use of Artificial Intelligence (AI) and automation in administrative tasks.
Artificial Intelligence (AI) is set to redefine guest interaction. Dwivedi et al. (2024) emphasise the role of AI in predictive guest service, chatbot communications, and facial recognition check-ins. For example, automated check-in kiosks can reduce queues and allow front desk staff to focus on more personalised interactions.
At DoubleTree by Hilton Dartford Bridge, I saw limited AI implementation, but I observed growing interest in integrating more automated systems.
Technological Advancements like mobile key cards, real-time room status updates, and guest apps are transforming how guests interact with hotels (Ivanov & Webster, 2019). These innovations can streamline operations but require substantial training to be fully leveraged.
Self-service kiosks, for instance, are becoming popular, reducing wait times and freeing up staff to focus on personalised service (Tussyadiah, 2020). This would redefine the role of front desk staff from routine administration to guest engagement.
Consumer expectations are also changing. Guests now demand more customised experiences. CRM systems are evolving to store detailed guest profiles, enabling personalised communication and service offerings (Kandampully et al., 2018).
Moreover, cloud-based PMS platforms allow staff to access information in real time, improving responsiveness. However, this also demands higher digital literacy among staff (Singh, 2020).
While these advancements offer potential, Bardi (2011) warns that technology should not replace human interaction in hospitality but rather enhance it. My experience at DoubleTree confirmed this, as guests responded more positively to staff who could complement digital convenience with human warmth.
During my placement, I observed a transition towards a hybrid model—manual systems supported by digital tools. Embracing new technologies requires ongoing training and change management to ensure smooth adaptation (Gretzel et al., 2015).
Overall, the Front Office of the future will be more technologically integrated and guest focused. Hotels must invest in both infrastructure and staff development to stay competitive.

Conclusion
My placement at the DoubleTree by Hilton Dartford Bridge’s Front Office was a transformative experience. This experience provided for me valuable insights into Front Office Operations.  I achieved my learning objectives: 
improving guest communication, learning and using front office systems, and understanding how leadership drives performance.
Using Schon's reflective model helped me to evaluate my responses and adapt in real-time while also learning from past scenarios. Addressing the software integration issue highlighted the importance of seamless digital infrastructure in guest satisfaction.
Looking ahead, embracing AI and technology will be crucial, but so will maintaining the human touch that defines hospitality. My professional development will continue through system training, leadership exposure, and service refinement.
This placement not only enriched my academic knowledge but also prepared me for a dynamic career in hospitality administration.
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