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[bookmark: _Toc200480392]Introduction:
In my 10th week of internship at Holiday Inn Castle Marina, I was working at front desk. I had job responsibility of managing check ins and check outs, managing bookings, and communicate with guests. My objectives during this internship programme were to analyse work associated at front office desk, management and digital tools required there, manage guests directly, and following instructions of the managers. 
[bookmark: _Toc200480393]Section 1: Role Reflection
The Gibbs Reflective Cycle has been used to reflect on my experience of working as an intern at  Holiday Inn Castle Marina, Nottingham. I was working at the front desk. My job included to manage check ins and check outs, manage hotel bookings, and guest communication (Al-Sabi et al., 2023). The reflective model is a structured approach of learning from experiences with six following stages and they are – 
Description – I was going through an internship programme at Holiday Inn Castle Marina, Nottingham. It was my 10th week at the front reception desk. My job was to help guest during their check ins and check outs. I was responsible for managing bookings, and communicate necessary information to the customers. 
Feelings – In the beginning, I was very nervous while doing my job and to communicate directly with the guests at the front desk. However, the democratic leadership style of my manager helped me to conduct my task. My manager guided me and gave me the time to get accustom with the job responsibility and figure out my own way of communication that is suitable for me to deal with guests (Nikolskaya et al., 2020). 
Evaluation – At this stage, I examined that I could improve my job performance by identifying my strengths and weaknesses. I found that problem solving skills, communication skills, and technical knowledge skills are essential to manage tasks at front desk. I was good at communication skills, but I needed to improve my technical knowledge skills lest I would be able to use software applications of the hotel or other tools to serve the customers. for instance, if a high end customer asks me to suggest a good travel agent for him, then I need to compare various travel agents in the city and recommend the best (Magatef et al., 2019). So, I have to learn technical skills to use these comparing applications available online to become smarter and serve the customers better. 
Analysis – Now, I could analyse the reasons behind the results. Firstly, I found that my communication skills were good, as I could effectively interact with guests during their check ins and check outs. I even asked guests about their interests or additional services that they demand from the hotel. I coordinated with the administration manager and provided customised services to guests that not only satisfied them, but was also profitable for the hotel as a whole. Secondly, I found that I need to improve my technical skills. It is because, during one check ins, the guest asked me recommend the best restaurant in the city. Meanwhile, I didn’t know how to use applications to compare restaurants and recommend the best one (Wang & Zhang, 2021). However, I took help from my colleague and assisted the guest. 
Conclusion – I conclude that I need to improve my technical skills and further evolve my communication and problem solving skills. 
Action Plan – I need to improve my technical skills, handle guests independently, and decrease waiting time of guests at the front desk (Dewnarain et al., 2021). 
[bookmark: _Toc200480394]Section 2: Discussion of key hotel administration problems
One of the challenges that I encountered during my internship was in management style, were there was lack of communication and coordination between the front desk and housekeeping staffs. Often the guests have to wait for long as the rooms are not ready (Khan et al., 2022). Meanwhile, sometimes the guests ask for quick housekeeping at the reception but the housekeeping staffs could not be found on time to serve the guests. One of such incidents took place when in my presence, the front desk provided room keys to the guests. Unfortunately, the rooms were yet to be cleaned by the housekeeping staffs. This created an embarrassing situation for the staffs at front desk and the guests were dissatisfied. Therefore, in order to overcome this type of situation, coordination and communication must be improved between the front desk and housekeeping staffs (Li et al., 2020). The management style needs to be flexible so that communication and information must be effectively send to respective departments. 
Denysenko & Yurynets (2021) marked that good interdepartmental communication and coordination enhances efficiency at work. it overcomes guest dissatisfaction. In the hospitality industry, the front desk and the housekeeping staffs plays the lead role. The front desk deals with customers directly to acknowledge their demands. Meanwhile, the housekeeping staffs are responsible for cleaning the rooms and hotel on time so that cleanliness and hygiene could be maintained to satisfy the customers. For this purpose, a common chat group could be organised where staffs of both departments could communicate directly. Likewise, an intranet software would help staffs to allocate clean rooms for the guests as marked by the housekeeping staffs. 
[bookmark: _Toc200480395]Section 3: Future trends in hotel administration
During my internship I have experienced some rising trends in the hotel administration with digital technology. Some of the evolving future trends in the hotel industry are self – check ins through kiosks, personalised services through customer relationship management, and communication with customers through software applications. Innovations in these segments would continue to evolve services at the front office desk and its operations. Therefore, it is necessary for me to develop my digital technology skills so as to maintain the technical trends at the hospitality industry. Han et al., (2021) highlighted the importance of adapting with future trends in the hospitality industry. By adapting with future trends would make the staffs accustomed with current needs and requirements of the guests and serve them better during their stay at the hotels. 
The online self – check ins and self – check out services in the hospitality industry is evolving with development of digital technology. It not only saves time of guests but also reduces operational time at the hotel for the front desk staffs. With online check in services, the front desk staffs could quickly allot rooms to the guests without waiting in long queues. Likewise, online communication through hotel application with guests enable the staffs to acknowledge their interests and serve them accordingly (Baquero, 2022). Customer Relationship Management needs to be set up so that guests could directly contact them and inform about their issues and problems they face in the hotel. 
[bookmark: _Toc200480396]Conclusion:
This internship programme assisted me to implement practical skills at work. it had helped me to acknowledge management of hotel administration by building my confidence to serve guests. I attained a good understanding of hotel management tools and leadership attributes in the hotel operations. I target to maintain learning attributes and continue to develop my skills in the 10th weeks. 
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