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Introduction
In the first five weeks of placement at DoubleTree by Hilton Southampton, I spent part of my time working in the Front Office as an assistant. This is the part of the hotel that deals directly with guests, checking them in, answering questions, assisting with any issues, and offering amenities such as breakfast vouchers. It is also the place where issues are raised, like guest complaints or requests to change rooms. During my placement, I set three objectives: first, to understand how front desk duties are carried out on a day-to-day basis; second, to improve my ability to stay calm and clear when handling problems; and third, to observe how back-office work supports guest service and keeps everything on track.

Section 1: Role Reflection
I used Gibbs’ Reflective Cycle (1988) to structure this reflection. The model includes six stages: description, feelings, evaluation, analysis, conclusion, and action plan. It helped me organise what happened and what I acquired from the experience.
      1.	Description (What happened?):
While working at the Front Office, I handled check-ins and check-outs, addressed guest questions, updated room statuses in OnQ PMS, and maintained contact with departments such as Housekeeping. The Front Office Manager assigned roles and monitored training and policy compliance. Supervisors were necessary during peak hours, stepping in to support the team and assist with guest concerns.
      2.	Feelings (What was I thinking and feeling?):
I realised that strong supervision had a direct impact on daily flow. However, gaps in communication, especially with Housekeeping, sometimes led to delays. Sayin (2019) points out that these breakdowns can lower productivity and guest satisfaction, which aligns with my observations. On the other hand, David and Nkiruka (2017) note that using ICT systems can address such issues. This made me more aware of the vital role integrated technology plays in improving coordination (Sayin, 2019; David and Nkiruka, 2017).

      3.	Evaluation (What was good or bad?):
On May 28, I assisted a guest in checking in early by calling Housekeeping and confirming that the room was ready. That small step avoided a complaint and demonstrated the value of direct communication. However, on 2 June, we had no towels for new arrivals, which delayed check-ins. Without a real-time update system, it was hard to manage guest expectations. This made me realise how much of a difference digital tools could make.
      4.	Analysis (What sense can I make of it?):
These events highlighted strengths such as communication and adaptability, but I realised I needed to act more quickly when under pressure. From the Leadership and Management in Hospitality module, I learned how fast decision-making supports service and team flow. Brown (2006) talked about multitasking and emotional control, both of which I had to apply. Supervisor feedback during pre-shift briefings also matched what we covered in the Personnel Resourcing and Development module.
      5.	Conclusion (What else could I have done?):
I might have followed up more often with Housekeeping during quiet times or come up with a basic towel tracking list. Either of those could have helped the team stay on schedule.
      6.	Action Plan (If it happened again, what would I do?):
   1.	I will complete advanced PMS training, such as OnQ, as ASET (2024) highlights the importance of digital skills.
   2.	I plan to shadow supervisors to see how they respond in real-time (Fathy, 2023).
   3.	I also want to participate in simulation sessions to improve guest interaction and problem-solving skills (Elmohandes et al., 2018).

Section 2: Discussion of Key Hotel Administration Issues
The key administrative issue I identified was the lack of digital integration between housekeeping and the front office. Not having tablets or mobile access to OnQ slowed down the process and often caused delays in preparing rooms, especially when early check-ins were expected. There were a few times when towels were not in the rooms or rooms had not been inspected, and because the teams could not update each other quickly, there were delays in execution. These communication gaps could have been avoided if real-time updates had been available.
We discussed this type of situation in the Hotel Management and Operations module (Level 5), where the focus was on how different departments need to stay connected to make sure things run smoothly. If teams are working with outdated or incorrect information, the service suffers, and guests notice.
Theoretical Framework and Literature
Digital transformation, as discussed by Anwar et al. (2024), improves efficiency and guest satisfaction through AI, cloud-based PMS, and automation. At DoubleTree, the PMS worked well, but housekeeping delays reduced its potential. Kumar and Ranjan (2025) support the notion that AI and PMS improve billing accuracy and operational speed when systems are fully integrated.
Moreover, the lack of integration contradicts key HR frameworks explored in the Strategic Human Resource Management module. For example, the Harvard Model of SHRM focuses on aligning internal systems with business outcomes and the interests of stakeholders. Guest’s model links strategic HRM to outcomes such as flexibility, commitment, and high-quality service. Poor integration inhibits these outcomes by limiting employees' ability to act effectively and in real-time.
Link to Previous Study
In the Strategic HRM module, I learned about the Resource-Based View (RBV), which treats human capital and technological infrastructure as core strategic assets. Delays caused by manual processes reduce the effectiveness of both. Supporting this, the QAA (2018) recommends that work-based learning environments provide structured and resourced support systems to promote efficiency and skill development.
Practical Recommendations
One thing that could make a significant difference is providing housekeeping staff with mobile devices. Haag (2012) and Batinić (2014) both note that having mobile tools available can significantly increase efficiency, allowing staff to handle day-to-day responsibilities more independently without constantly waiting for instructions. Another point worth considering is running joint training sessions between departments. It might not sound like much, but when staff train side by side, it often strengthens their collaboration. Sumaneeva et al. (2018) highlight internships and role-plays as valuable methods for building this strategy. This idea also arose in Personnel Resourcing and Development, where training needs should reflect the actual workplace tools and systems.
Section 3: Future Trends in Hotel Administration
Looking ahead, front office work in hotels like DoubleTree by Hilton Southampton is likely to continue evolving, primarily due to technological advancements and the increasing expectations of guests during their stay. The management was already considering the use of mobile check-in, automatic payments, and AI-driven concierge services. These developments align with what the majority of the hospitality industry is moving toward: speed, simplicity, and reduced face-to-face contact when not necessary.
Anwar et al. (2024) mention that using AI can reduce the workload of staff by up to 70% and also allow hotels to offer more tailored services. In a similar direction, Kumar and Ranjan (2025) note that kiosks at check-in help speed up queues and reduce simple mistakes. These changes are helpful, but they also require staff to learn different systems and become more digitally capable.
This topic is closely related to what we covered in the Personnel Resourcing and Development module. Batinić (2014) explained how training programmes need to be kept current, especially when staff have to use new technology. Leadership also matters a lot here. In the Leadership and Management in Hospitality module, we examined transformational leadership and its role in supporting individuals during periods of change. Fathy (2023) demonstrates that when leaders encourage flexibility and creativity, teams are better equipped to handle transitions.
Overall, I think the future of front office work will rely on having the right systems, as well as on how well staff are supported in their adjustment. Technology can be helpful, but only when it is combined with good training and strong leadership. If that happens, both service and staff confidence can improve simultaneously.


Conclusion
During my time at the front office, I believe I successfully met all three goals I had set. I got more used to using OnQ and POS, even when things got chaotic. I also started to realise how tricky communication can be between teams, and that even with sound systems, things only run smoothly when the team and supervisors work well together.
Watching supervisors lead under pressure gave me a better understanding of what effective front desk management looks like. Overall, combining theory with daily tasks demonstrated the importance of flexibility, clear roles, and regular training in creating a smoother guest experience.
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