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[bookmark: _eiywoop2urkj][bookmark: _Toc199156044]Introduction
Placements in hotels lead the individuals to experience diverse working systems and cultures within a real-life organisation, benefiting from gaining on-the-spot working experience. The present report will showcase valuable insights of the learnings gained from my placement as a front desk assistant in the Ibis Hotel Birmingham New Street. This department has offered me the duties and responsibilities relating to managing the customer check-ins and outs, and dealing with their queries and booking issues. In this context, I hope to achieve three basic objectives, which include proficiency in the hotel's property management system (PMS), boosting communication skills, and understanding the choice of customers. 
[bookmark: _fsxyuw23bx6l][bookmark: _Toc199156045]Section 1: Role Reflection
Hotel placements highly facilitate individuals to know the working system in the hotel industry as well as observe the consumer behaviours in a real-life scenario (Wood, 2024). The concerned section will delve deep into my own reflection of the role of Front Desk Assistant in Ibis Hotel Birmingham New Street with the help of Gibbs' Reflective cycle. The said reflective model seems to describe the experience with six respective components in an effective way (Pieper et al., 2021). 
Description
During my placement at the Ibis Hotel, Birmingham New Street, I was assigned the role of Front Desk Assistant, with the responsibility of supporting the front office team in the guest check-ins and check-outs. I was also responsible for handling the inquiries and managing the bookings done by the customers in a regular manner. This working journey has resulted in facilitating my gaining detailed knowledge of leadership, problem-solving and decision-making skills with respect to customer dealing in the hotel industry.  
Feeling
Initially, I was highly excited about getting the role of front desk assistant, as I was eager to know how the customers behave and what the company does to manage the situations of different circumstances. However, over time, due to the immense work pressure, I started getting burned out, which even resulted in affecting my health to a certain extent. Being a front desk assistant, I was always observed by my seniors, which further boosted the amount of mental stress on me. 
Evaluation
The evaluation of my journey in the placement of the Ibis Hotel, Birmingham New Street, boils down to the fact of a mixture of learning and challenges. Having technical skills in terms of CRM tools seems to be highly important to excel in the hotel industry when dealing with the customer directly (Al-Gasawneh et al., 2022). This particular learning has facilitated me in gaining motivation to adopt new technologies and learn the same for future betterment. Besides these, I faced a number of challenges as well, which included managing the simultaneous demand of the customers, complaints of the guests and language barriers in some cases. 
Analysis
In order to analyse the experience gained from the placement, the two skills that I felt were pivotal in handling the administrative tasks included effective communication and organisational skills. Communication skill plays a vital role while dealing with customers, such that their concerns are addressed and adequate messages are delivered to them (Ahmad et al., 2024). This includes both verbal and non-verbal communication. Besides these, working in an organised manner makes it easy for the front desk assistant to synchronise the customer records and manage them in an effective way (Jetson, 2024). This also enabled me the analyse my strengths focusing on communication and task management skills, and weaknesses in time management and technical skills. 
Conclusion
To conclude, it can be said that the concerned placement has provided me with diverse learning and working experiences, resulting in facilitating an on-spot customer dealing process. Moreover, on attending the placement, I got to know the strengths that I can further boost and the weaknesses that I can improve over time.  
Action Plan
Below are the action steps that will result in enhancing my respective professional development.
· Gaining more expertise in communication skills to communicate effectively with customers.
· Boosting the technological skills and getting accustomed to modernised customer dealing tools and techniques.
· Getting accustomed to managing time more effectively, thereby practising being punctual in the regular business affairs. 
[bookmark: _g9rbj2p55z93][bookmark: _Toc199156046]Section 2: Discussion of Key Hotel Administration Issues
The placement in the Ibis Hotel, Birmingham New Street, has led me to encounter certain work-related challenges, out of which workplace culture was a prevalent issue. Having an adequate workplace culture in an organisation seems to be highly important for the employees to deliver effective services with most motivation and integration towards the betterment of the company (Akpa et al., 2021). However, the absence of the same may lead towards a decrease in employee morale, simultaneously affecting the company’s earning capacity and reputation in a negative manner (Bujang et al., 2024). During my journey in the concerned hotel as front desk assistant, I realised that the hotel seemed to fail in recognising the effort of its employees and motivating them through rewards and appraisals. The lack of appreciation was the strongest part of the issue, in which employees like me were provided high work pressure and were not even recognised and trained based on the hard work we put in. 
Employees working in any business expect to get motivated both verbally and financially, which makes them more dedicated towards the responsibilities they are assigned (Ushakov and Shatila, 2021). When such does not take place, the individuals lack the urge to give their best to the company, thereby reducing job satisfaction (hospitalitynet.org, 2025). The same thing happened to me as well, on not getting appreciated by the hotel hierarchy, over time, I started reducing the intention of providing superior services to the hotel, thereby affecting my work motivation and dedication in a pessimistic way.  
[bookmark: _w32qsyqkxm6t][bookmark: _Toc199156047]Section 3: Future Trends in Hotel Administration
Over the changing time, similar to other industries, the hotel industry also seems to inculcate a varied set of technological advancements within its working periphery (Giotis and Papadionysiou, 2022). The presence of such technologies is not only facilitating the organisations in managing their workforce effectively but also scrutinising their activities in a detailed way. Presently, artificial intelligence seems to be used widely within the management of hotels due to the change in customer preferences, choice and boosting the respective operational efficiency (Al-Hyari et al., 2023). 
AI-powered chatbots and virtual assistants are the two most common modernised tools that are seen to be used by hotels in managing customer choice and behaviour in the diverse business landscape (Florido-Benítez et al., 2024). The presence of these technologies leads the enterprise to provide a tailored and seamless experience to the customers attending the hotels (Fallon and Rutherford, 2010). The inclusion of the same AI tool is also considered to be significant in my chosen department of front desk assistant. As per my experience, I consider such tools to be majorly important in this domain as they will facilitate individuals like me to handle the inquiries and manage the bookings of the customers in a synchronised and routine way. Moreover, including techniques like machine learning and big data analysis within the working culture of the front desk assistant enables to handle customers effectively by managing their demand and desires effectively. 
[bookmark: _6clrvk77w25b][bookmark: _Toc199156048]Conclusion
To conclude, it can be said that the placement has provided me with detailed knowledge and understanding of the working culture and practice within the hotel industry, focusing on front desk management. It has led me to gain experience in customer dealing, along with managing their demand and changing preferences over time. Besides these, through this journey, I have been able to attain my three desired objectives highlighted above. Having a detailed knowledge of the PMS, gaining proficiency in communication and gaining an understanding of the customer choice were among the major achievements of mine in this area. 
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