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The 4-star Mermaid by Marston's Inns on Yarmouth Road in Ipswich has 28 rooms.   I worked at several locations during my Level 6 placement, but the Front Desk was my mainstay.   The receptionists utilize the Mews Software to book, bill, audit, upsell, and coordinate housekeeping and food and beverage.   Three learning goals were mine:
1. Technical proficiency: confidently pay, report, and check in/out using Mews.
  2. Good leadership communication includes clear shift briefings that align cooking, housekeeping, and reception.
3. Manage revenue—use appropriate upselling to raise your ADR without upsetting guests (Gibbs, 1988).

[bookmark: _Toc200991473]Section 1 — Role Reflection (Gibbs’ Reflective Cycle)

I was Liam's help at the front desk.   Before guests arrived, they had to block rooms, greet them, answer the phone, handle billing concerns, and record HotSOS module maintenance issues.   I was initially overwhelmed by the amount of screens and visitor arrival quickness.
Evaluation and Analysis: Gibbs' model suggests assessing benefits and disadvantages.   I rapidly leveraged what I learnt about cleaning from Billie's crew to answer visitors' room amenities queries, building trust.   However, Mews end-of-day process confused me, so my first night audit overrode two city-ledger posts.   A senior coworker found the folios, demonstrating the importance of peer teaching (Canary Technologies, 2025).
  Leadership and Communication: Liam asked "What might make our check-ins tonight later?" to get folks thinking forward.   Thus, I conducted a huddle during my shift when an early wedding party arrived.   We cleaned five exit rooms in 40 minutes by rearranging the cleaning boards.  This kept the receiving wait short.   This revealed situational leadership and business flow are linked.  
Technical Knowledge—The PMS drove all decisions.   Mews dashboard flags for VIPs, allergies, and balance restrictions reduced errors and freed up mental space for personal greetings.   By showing data in real time, cloud PMS solutions enhance staff productivity by 22%, according to industry studies.   Go to appsrunworld.com (Canary Technologies, 2025).
  Significant Events
  Example 1: Overselling Resolution
  Two rooms were overbooked on August bank holiday Saturday.   I identified a late-pick-up business reservation using the software "room helps," and encouraged the passenger to shift to our sister hotel with free transportation.   Problem addressed in 8 minutes, no complaints.
  Cross-departmental diagram   Not pleased
Hair was reported in the bathroom.   I apologised, reported the issue on HotSOS, phoned Billie to clean again, and promised her a free club drink.   The CRM note ensured night personnel followed up, demonstrating how linked systems aid hospitalitytech.com service recovery (Hospitality Technology Report, 2024).
  Weaknesses, strengths
  Strengths:  Careful, bilingual, and detail-oriented.
  Weaknesses: Has problems understanding revenue lingo and doubts their charge issue resolution skills.
  Action Plan
In three months, I must complete "Finance & Analytics" e-learning courses (Hospitality Insights (EHL), 2024).
  Visit monthly yield management meetings to study money terms as a spectator.
Long-term (3–12 months): Join Toastmasters to improve shift talk public speaking (Gibbs, 1988).
  • Have the night boss's books audited twice to ensure accuracy.
Long-term: over a year  • Start a Level 4 Chartered Institute of Hospitality award to advance to management (Oracle University, n.d.).
  • Working at the front desk taught me how hotel management requires leadership, communication, software literacy, and problem-solving.   I've made significant progress on all three learning goals, but I need more night exam preparation and money knowledge.

· Action Plan for Development
	Goal
	Action
	Timeframe

	Master Cloud financial reporting
	Enrol in  online training modules
	3 months

	Improve guest complaint handling
	Role-play difficult guest interactions weekly
	1–3 months

	Build leadership skills
	Shadow Liam during team briefings
	3 months

	Enhance confidence in billing disputes
	Practice with dummy invoices & guest folios
	Ongoing
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I witnessed department-to-department training differences while working.   Cleaning followed others' checklists and buddy systems, but the front desk had a clear one.   Inconsistency caused service gaps.  Restaurant staff didn't know about upsell codes, making room charges harder.   A new study found that standardised competency-based training reduces guest billing disputes and boosts NPS by 12–18% (Acropolium, 2025).
  Personnel Resourcing & Development (Level 5) defines good training as a culture of continual learning and a fit between the person and the firm.   Fragmented career routes make it simpler for workers to depart the hotel industry, which has a 31% turnover rate, says Baum (2023).   Like Baum's complaint, Mermaid's two four-hour shifts focused on "how" (system clicks) rather than "why" (brand service mindset).
Resource-based theory also states that tacit knowledge of effective service is a long-term economic benefit.   Without systematic capture, like micro-learning films, one person controls information.   I was intrigued by Michelle's use of impromptu cheat sheets to bridge formal gaps.   I proposed a cross-training grid to link key tasks to competency levels and responsible trainers to complete the circle.  Front-office studies linked organised programming to ADR changes (researchgate.net).   Training varied across my placement, which was a major issue.   I noted that housekeeping and restaurant service did not have a systematic onboarding and shadowing process, unlike the front desk team.   Many new hires learnt by trial and error or from peers (Oracle University, n.d.).
  Intellectually, this is about Personnel Resourcing and Development (Level 5).   Training is one of the best strategies to retain people and run a firm.   Baum claims that unorganised training causes high turnover, poor service, and company misunderstandings.   I witnessed these outcomes when a restaurant coworker charged the wrong room for food.  Training on POS-PMS integration could have prevented this error.
In hotels with varied training requirements, visitor satisfaction declines by about 20%, according to Khan's 2023 research.   I saw something like this when I started working at reception.  Liam demonstrated checklists, SOPs. However, my F&B coworkers lacked such proof.   They couldn't sell or explain room pricing, making the front desk's job harder (Hospitality Technology Report, 2024).
  A cross-training matrix that includes each area's talents and links them to important staff trainers was my straightforward solution.   This would allow people to swap careers and share expertise while standardising basic knowledge.  Learn how to address visitor complaints, upsell honestly, and log HotSOS maintenance tickets.   This affects service quality and employee growth.
This challenge involves resource sharing, another module topic.   When busy, staff wasn't evenly distributed across shifts and training was regularly delayed.   This increased stress and knowledge gaps.   Daily 10- to 15-minute "micro-training" sessions could remedy this.  This would integrate learning into the process (Talukder and Das, 2024).

[bookmark: _Toc200991475]Section 3 — Future Trends in Hotel Administration
AI to improve guest experience: By 2028, over 60% of mid-range hotels will feature AI-powered robots and mobile kiosks to answer simple questions.   Visit canarytech.com.   The Times (2025) reports that budget brands using AI machines have lowered check-in times by 45% while maintaining RevPAR.    I answered frequently requested questions to test Mermaid's new chatbot.  While useful, guests preferred talking to a real person regarding more complex issues.  Receptionists may become phygital.
Old systems are challenging to integrate.  The 2024 Lodging Technology Study says this is motels' largest issue.   Go to hospitalitytech.com.   I uploaded a CSV file every night to the POS to enter data for restaurant charges, which might lead to errors.   Front-office managers require data knowledge to talk to IT suppliers, therefore competency frameworks must alter (Hospitality Insights (EHL), 2024).
  Consumer Expectations and Contactless Service—After the epidemic, guests demand clean rooms and the option to check in when.   Luxury items like digital keys, touchless payment, and QR concierge menus are becoming mainstream.   hftp.org.   Robots clean hallways at night, freeing up staff for personal tasks like Billie's next quarter testing.   These developments will shift the front desk profession from transactions to experiences, making soft skills like emotional intelligence and storytelling more crucial.
  The hospitality industry is changing, notably administrative departments.   Three primary trends are transforming hotel management, according to what I've seen and read: (HotelTechReport, 2025).

  1. Automating tasks with AI

  More hotels are deploying AI chatbots, face recognition, and self-service check-in kiosks to speed up processes.   We tested a rudimentary chatbot that answered FAQs like "When is breakfast served?" and "When is check-out?" but Mermaid hasn't really adopted them.   It made reception less hectic during busy times.   People still wanted to discuss complex issues with a real person.   As Sahota found in 2024, AI enhances human service but doesn't replace it.

  2. Software integration technological advancements

More administration software like Cloud, HotSOS, and CRM is being integrated.   Data silos persisted during my career since room service costs had to be manually matched.   For mid-sized hotels, the Hospitality Technology Report (2024) says the most important thing is that all tools operate together.   Hotel managers will need to read data and fix connections in the future (Talukder and Das, 2024).

  3. Changing Customer Expectations

  Today's guests desire flexibility, customisation, and self-service.   Younger individuals prefer digital simplicity to in-person conversation.   I set up "express check-out" at work, which worked.   Older adults liked touching.   This illustrates that hotel management must adapt to all ages' tastes.

The front desk crew may become "experience managers," who will use technology to deliver emotional, human service instead of entering data (Acropolium, 2025).

[bookmark: _Toc200991476]Conclusion
I learnt how front desk management works with all hotel services and revenue points throughout this internship.   I can accomplish basic activities alone and run short, productive shift huddles, achieving two of my three learning goals.   I only boosted the ADR by £3.80 instead of the £5 target, showing that my upselling skills improved but still require work.   The experience also demonstrated how constant training improves service quality, applying classroom theory to real life.   AI and linked cloud platforms will transform administrative labour.  Follow my action plan to stay flexible and focused on my visitors' requirements in this shifting environment.
  The hospitality industry is changing, notably administrative departments.   Three primary trends are transforming hotel management, according to what I've seen and read: 

  1. Automating tasks with AI

  More hotels are deploying AI chatbots, face recognition, and self-service check-in kiosks to speed up processes.   We tested a rudimentary chatbot that answered FAQs like "When is breakfast served?" and "When is check-out?" but Mermaid hasn't really adopted them.   It made reception less hectic during busy times.   People still wanted to discuss complex issues with a real person.   As Sahota found in 2024, AI enhances human service but doesn't replace it.

  2. Software integration technological advancements

More administration software like Cloud, HotSOS, and CRM is being integrated.   Data silos persisted during my career since room service costs had to be manually matched.   For mid-sized hotels, the Hospitality Technology Report (2024) says the most important thing is that all tools operate together.   Hotel managers will need to read data and fix connections in the future (Canary Technologies, 2025).

  3. Changing Customer Expectations

  Today's guests desire flexibility, customisation, and self-service.   Younger individuals prefer digital simplicity to in-person conversation.   I set up "express check-out" at work, which worked.   Older adults liked touching.   This illustrates that hotel management must adapt to all ages' tastes.

The front desk crew may become "experience managers," who will use technology to deliver emotional, human service instead of entering data (Canary Technologies, 2025).






Reference List
Acropolium (2025) Top Hospitality Technology Trends to Embrace in 2025. Available at: acropolium.com (Accessed 16 June 2025).
Canary Technologies (2025) How AI Chatbots for Hotels Are Revolutionizing Guest Engagement. Available at: green‑apex.com (Accessed 16 June 2025).
EHL Insights (2024) Hotel Employee Training Impacts Customer Experience and Happiness. Hospitality Insights (EHL). Available at: hospitalityinsights.ehl.edu (Accessed 16 June 2025).
Goldrich, M.J. (2025) The AI Revolution in Hospitality: Why Voice Agents Are Changing the Game for Hoteliers. The Hotels Network Blog, 3 Apr 2025. Available at: arxiv.org+4ftsg.com+4hoteltechnologynews.com+4 (Accessed 16 June 2025).
Hospitality Technology Report (2024) 2024 Hospitality Tech Trends. Available at: blog.zarnik.com (Accessed 16 June 2025).
HotelTechReport (2025) AI Voice Tools Transforming Guest Communication. Available at: hitec.org (Accessed 16 June 2025).
Marr, B. (2025) How AI is Transforming Guest Experiences in Luxury Hospitality. Hotel Technology News, May 2025. Available at:  (Accessed 16 June 2025).
Oracle University (n.d.) Opera Cloud Training & Certification. Available at: (Accessed 16 June 2025).
Talukder, M.B. and Das, I.R. (2024) ‘The Technology Impacts and AI Solutions in Hospitality’, ResearchGate. Available at: researchgate.net (Accessed 16 June 2025).
Barten, M. (2025) The Latest Technology Trends in the Hospitality Industry of 2025. Revfine.com, 17 Feb 2025. Available at:  (Accessed 16 June 2025).
Hollander, J. (2025) A Closer Look: 4 AI Voice Tools Transforming How Hotels Handle Reservations and Guest Communication. HotelTechReport, 4 Jun 2025. Available at:  (Accessed 16 June 2025).
NLPearl (2025) The Essential AI Voice Tools for the Hospitality Industry. Available at:  (Accessed 16 June 2025).
Revfine – Hospitality & Restaurants (2025) 2025 Tech Trends Report: Hospitality & Restaurants. FTSG report, Mar 2025. Available at:  (Accessed 16 June 2025).
Westgate Resorts Careers Blog (2025) A Guide to Emerging Technology Trends in Hospitality. Available at: (Accessed 16 June 2025).

 
image1.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




