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At Barry Island (Cardiff Airport) Hotel, which is part of the Premier Inn brand, my main task was to work in the Front Office/Reception. This department handles guest arrivals/departures, answers guest questions, settles complaints, books reservations, and carries out daily work involving emails and report creation. I was here to (1) train in effective communication and organisational tasks for supervisors, (2) use Opera PMS and other similar systems in front office work, and (3) gain abilities in handling customer issues quickly while following the hotel’s standards.
[bookmark: _Toc199538494]Section 1: Role Reflection
Role Overview:
With my position at the Premier Inn Barry Island (Cardiff Airport) hotel, I primarily filled a role in the Front Office department (Holloway and Humphreys, 2019).  I was responsible for guests of in and out, making reservations and logging it all through Opera PMS. I assisted my colleague supervisor, documented daily written activity and was responsible for sending email correspondence. In this position, I was able to witness demonstrated leadership and learn valuable lessons dealing with customers, time management, and quickly solving problems in a busy hotel.
Skills Reflection
I improved my ability to speak with others, manage my time well and solve problems when under pressure (Silver et.al, 2023). I realised that I must improve my confidence, assertiveness. 
Description: My responsibilities included receiving guests, finishing their transactions, and making updates to their bookings (Hayes, Hayes, and Hayes, 2021). I helped the duty manager with admin duties and managed report printing and emailing the housekeeping team every morning. Following the front office supervisor helped me improve at solving problems and attending to guests fast and pleasantly in a hospitality environment.
Feelings: In the early days, I worried that I might say something that would not be well-received by upset guests (Barlow, 2022). Instead, with my supervisor’s help and time working on projects, I started feeling more confident. When the weekend was extra busy, it was hard to deal with guests, but I found it was an opportunity to sharpen my skills and stay calm. Because of these, I now have much better communication and know how to stay calm and professional. 
Evaluation: The task helped develop my ability to manage my time, handle everything at once and communicate well with others (Doyle, 2023). I first struggled with learning Opera PMS quickly, so it took me time to become efficient. Eventually, continual efforts and mentorship helped me defeat this problem. I gained confidence and learned to work on my own, especially during the morning without coworkers, when I handled responsibilities by printing reports and responding to guests’ questions.
Analysis: By working for a brand, I learned that being consistent, understanding the processes and talking to guests help increase guest satisfaction. I was able to relate learning from my previous courses to how front desk operations work at the hotel using the Opera system. Better organisation and worker communication made the team even more efficient, as shown by recent studies. 
Conclusion: By being at this desk, I improved my knowledge of front office work and met my targets for learning (Jetson, 2024).  My ability to communicate, get organised and use systems was enhanced. Understanding how supervisors work gave me a stronger desire to become a leader. I found that I needed to gain more confidence in decision-making and be strengthened. 
Action Plan: To further develop my skills, I will focus on:
	Focus Area
	Action Steps
	Examples
	Timeline

	System Training
	Join online tutorials and courses on Opera PMS.
	Complete a Udemy or LinkedIn Learning course on Opera PMS; practice daily using the Opera demo version.
	Within 1 month

	
	Schedule regular practice sessions to explore system features.
	Practice making reservations, check-ins, and reports on a training platform.
	Weekly (ongoing)

	Leadership Development
	Find a mentor in the front office management team (Roelofs, 2019).
	Shadow the Front Office Manager during busy check-in/out times to learn real-time decision-making.
	Start within 2 weeks.

	
	Attend hotel leadership workshops or seminars.
	Join internal development programs or external leadership webinars.
	Monthly

	Communication Skills
	Participate in public speaking groups or practice sessions.
	Join Toastmasters or lead team meetings for practice.
	Bi-weekly

	
	Learn conflict resolution strategies and apply them in role-play scenarios.
	Use guest complaint scenarios with a colleague to practice calm and effective responses.
	Weekly practice sessions


[bookmark: _Toc199538495]Section 2: Discussion of Key Administrative Issue – Software Systems
While on my placement at Barry Island (Cardiff Airport) Hotel, I found one of the biggest problems in administration is related to Opera PMS. While we use the system to accept reservations, manage guest check-ins and check-outs and bill everyone, I noticed that learning it was not easy at first. Working with numerous tools and ensuring current updates were straightforward was not easy when things became busy. As a result, serving guests on time sometimes became more difficult and stressful for employees (Moyeenudin et al., 2018).
PMS systems enhance efficiency at the hotel, improve guests’ experiences and help departments communicate more quickly by simplifying activities, reducing errors and making tasks faster. They believe that spending on software that can be used easily and fits with other systems helps modern hotels compete effectively. This agrees with what I saw — as I got better at using Opera PMS, tasks were handled more smoothly, and the front office operation improved.
Academically, this issue connects most strongly to both Operations Management and Information Systems modules. These specialisations look at how integrating technology in operations, budgeting, and the production process affects customers. Although software should make things easier, I found that how well it works in practice depends on how easy it is to use and how well users understand it. Limited initial understanding of the system can block its benefits, create traffic jams and disappoint customers (Maria et al., 2018).
Improvement can be achieved by creating regular training for everyone on the staff, concentrating on using the PMS in their actual roles. Also, feedback tools to detect what is confusing for users and better software customisation may help make things easier to use. Putting these improvements together with support from managers would guarantee the system offers all it can, increasing how satisfied guests are and how hard the team works.
[bookmark: _Toc199538496]Section 3: Future Trends in Hotel Administration
Advances in AI and automation are leading to fast changes in the hospitality industry, mainly in front desk operations. Guests now often use chatbots and self-check-in kiosks, which are improving how quickly and conveniently services are offered. As found by Guttentag (2020), AI tools handle quick requests, reservations and check-ins, which lowers wait times and helps employees focus more on guests’ needs. Because of this trend, activities can run smoothly and meet consumers’ increased preference for hassle-free, contactless services after the COVID-19 outbreak (Silver et al., 2023).
After the coronavirus outbreak, people travelling want less contact and quicker assistance, so hotels have started utilising these technologies. At Barry Island (Cardiff Airport) Hotel, introducing self-service machines or letting guests use their phones to check in can make their stay more satisfactory by cutting lines and lessening face-to-face interactions. Even though automation makes things more efficient, it’s a helpful person who can best handle serious complaints or issues that require support and resolution.
While looking back at my placement, I see that in busy times, the manual tasks made things a bit slower. Allowing AI to help reduce front desk workloads means staff can deliver better support. You will need to learn how to deal with and cooperate with technologies to move ahead in your career (Molla, 2019). Sociotechnical Systems Theory emphasises the interconnection between people (social system) and technology (technical system) in workplaces. In hospitality, balancing strong human service with AI tools ensures efficiency and guest satisfaction, helping leaders manage both opportunities and challenges that arise from integrating smart technology with personalised care. Being familiar with how AI aids human work will help me lead in the hospitality business, where both strong service and smart technology are vital. Embracing AI and automation makes it possible to face a mix of opportunities and difficulties.

[bookmark: _Toc199538497]Conclusion
Being at Barry Island (Cardiff Airport) Hotel has allowed me a lot of growth, as I achieved all my learning objectives. I learned to be more communicative and take charge through working with guests each day, got better at using front office software like Opera PMS and managed growing challenges on my own. Working in this way intensified my interest in hotel management and brought important awareness of the hospitality field. 
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