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Reflective Learning Log
Introduction
During my placement at the Holiday Inn Norwich Ipswich Road, I worked mainly in the Front Desk administration department. This department handles check-ins, check-outs, reservations, billing, and special customer requests. The Front Desk team also liaises with other departments, such as Housekeeping or Maintenance, to meet guest needs quickly. My three learning objectives were: (1) to understand the main administrative processes supporting hotel operations, (2) to develop stronger leadership and communication skills within a front office environment, and (3) to apply theoretical frameworks from my studies to solve every day administrative challenges. 
Section 1: Role Reflection
To guide my reflection, I used Gibbs’ Reflective Cycle, which involves describing the situation, identifying feelings, evaluating experiences, drawing conclusions, and creating action plans (Hagg, 2013). At the Front Desk, I held the role of Front Office Assistant, performing tasks such as greeting guests, issuing room keys, handling payments, and updating the Property Management System (PMS). I also answered phone calls to manage reservations and took part in daily briefings with the supervisory team.
Key Responsibilities and Leadership in the Front Office
The Front Desk supervisor led the team by delegating tasks and ensuring that check-in lines moved fluently. Effective leadership in this area means motivating staff, maintaining professional standards, and solving issues quickly (Bardi, 2010). Even small decisions, such as how best to organise queue systems, can influence guest satisfaction (Tewan, 2009).
Impact on Operational Efficiency
Supervisory style strongly affects how quickly we handle check-ins or manage unexpected problems. Communication is crucial, especially when clarifying roles between the front office and housekeeping (Johnston et al., 2012). We used administrative software systems like Opera PMS to track arrivals, departures, and special requests. Initially, learning the software’s shortcuts was challenging for me, but daily practice allowed me to become more confident. Effective problem-solving came into play when I dealt with double bookings or failed key cards.
Real-life Examples
· Room allocation issue: Once, a glitch caused the PMS to assign the same room to two guests. To handle this, I stayed calm, reassured the customer, and immediately sought a vacant room. This experience showed me how quick thinking and diplomacy reduce frustration (Vallen and Vallen, 2014).
· Upselling during check-in: My supervisor encouraged me to upsell premium rooms or dining packages. Observing my supervisor’s polite but persuasive approach helped me improve my own communication and sales skills. Upselling can increase revenue (Fallon and Rutherford, 2010), but it requires confidence and product knowledge.
Personal Strengths and Weaknesses
I discovered that I excelled at organisational tasks and felt comfortable interacting face-to-face with guests. However, I found it difficult at times to handle stress when the lobby was very busy. Recognising this weakness, I practised time-management strategies and took short mental breaks to stay calm (Wood, 2013).
Action Plan
· Continuing PMS training: I plan to request extra tutoring on Opera PMS features.
· Conflict-resolution workshops: Attending in-house courses on problem-solving.
· Soliciting feedback: Asking supervisors for monthly performance reviews to track progress.
Section 2: Discussion of Key Hotel Administration Issue
One significant administrative issue I noticed was training gaps among new front office staff. Although staff were friendly, some struggled with the PMS or with standard guest interaction protocols. This aligns with research indicating that a well-trained workforce is key to delivering seamless guest service (QAA, 2018). Because front desk employees operate the “face” of the hotel, training must be robust and continuous.
Relevance to a Specific Module
I relate this to Personnel Resourcing and Development (Level 5), where I studied the importance of on boarding and continuous staff development. Proper training not only reduces errors but also boosts staff confidence (ASET, 2017). My placement experience revealed that new employees often rely on short, informal guidance from senior colleagues, which might not be enough for them to master complex reservation procedures.
As found in The Service Industries Journal, structured training programs can significantly reduce service lapses and enhance efficiency (Wood, 2013). Another study from the International Journal of Contemporary Hospitality Management indicates that technology-based training modules, including e-learning for PMS skills, can streamline learning for new hires (Rughubalan, 2009).
Practical Insights from Placement
During my first week, I had to learn on the job, fixing mistakes rapidly to avoid guest discomfort. Although my colleagues were supportive, I often felt underprepared when a complicated reservation issue arose. From my perspective, a short but structured induction with step-by-step tutorials on Opera PMS would have made me more confident sooner (Casado, 2012).
Critical Analysis
On the positive side, informal team support fosters a friendly atmosphere, encourages staff bonding, and offers real-time problem-solving practice (The Caterer, 2025). However, relying too heavily on ad hoc training can lead to knowledge gaps, especially during busy seasons (Fallon and Rutherford, 2010). Combining formal, consistent training with on-the-job learning might yield the best results (QAA, 2018). My experience reflects that staff members who receive thorough training are better at handling multiple tasks, moment-to-moment guest queries, and system updates.
In short, improving training for new hires could strengthen the entire department’s efficiency, reduce errors, and enhance guest satisfaction. This observation resonates with my learning from Personnel Resourcing and Development, where structured staff training is seen as essential to quality and retention.
Section 3: Future Trends in Hotel Administration
One major future trend in hotel administration is the increasing use of AI for tasks like automated check-ins, chatbots for inquiries, and data-driven decision-making (The Access Group, 2025). If Holiday Inn were to adopt more AI solutions, front office staff might handle fewer repetitive tasks, focusing instead on personalised guest interaction. This shift could reduce queues and enhance upselling opportunities (Bardi, 2010).
Changing Consumer Expectations
Today’s guests want speedy processes and digital options like mobile check-in (hospitalitynet.org, 2025). This trend pushes administration departments to embrace user-friendly software solutions. In the future, integrating advanced CRM tools could let the hotel store personalised guest preferences, leading to tailored experiences (Johnston et al., 2012).
Technological Advancements
Emerging PMS platforms might integrate revenue management, housekeeping schedules, and maintenance requests in a single dashboard, giving the front desk real-time data (Tewan, 2009). AI can also predict demand, helping managers with forecasting and labour scheduling (Wood, 2013). However, these developments may require further staff training and a shift in skill sets, especially if more advanced data analysis is needed (Hagg, 2013).
Implications for My Future Experience
From my perspective, the front desk role will continue to transform. Skills like digital literacy, adaptability, and emotional intelligence will be more important (Vallen and Vallen, 2014). My direct exposure to Opera PMS has already shown me that technology underpins much of hotel administration. Embracing future innovations can let me stand out as an employee with both “soft” customer-oriented skills and “hard” software knowledge (QAA, 2018). In the long run, I believe balancing AI efficiency with personal touches will differentiate successful hotels from others.
Conclusion
My placement in the Front Desk administration department at Holiday Inn provided a valuable opportunity to witness how day-to-day operations and broader management decisions shape guest experiences. I observed the necessity for strong leadership, consistent training, and effective software use. My three learning objectives—understanding administrative processes, improving leadership skills, and applying theoretical frameworks—were largely met, although I noted that more formal training approaches could have given me even greater competency. Going forward, I see the importance of continuous professional development, especially in mastering new technologies. This reflective journey has enriched my understanding of how theory translates into practice in real-world hospitality administration, and I feel more confident about tackling challenges in a future management role. 
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