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Introduction:
For my placement, I was lucky enough to work at Holiday Inn Sunderland, situated in the heart of Sunderland in the UK, and IHG property. This newly designed venue offers 120 guest rooms, a fitness area open 24 hours, a restaurant and bar, and quick reach to nearby landmarks like the Stadium of Light and Sunderland train station. All guests, whether on vacation or for work, can enjoy a consistent experience, along with the high hospitality, service, and professionalism values of IHG worldwide.
I worked as part of the Front Office Department during the placement which is important in shaping both the first and the last aspects of a guest’s visit. Besides handling check-in and cheque-out, this group oversees making and handling reservations, receiving payments, offering help, and solving any issues for guests. From an operations point of view, it is up to the front office to increase occupancy, sell upgrades, and coordinate well between guests and other hotel departments. The department works with sophisticated software designed for hotel management, as the operations are 24/7 and, being based on the department’s work and the habit of how people stay, are extremely productive.
[bookmark: _Toc199969310]Learning Objectives: 
From the beginning of my time in the Front Office Department, I set the following three learning objectives to make sure I would make the most of my placement experience:





[bookmark: _Toc199969311]Section 1: Role Reflection (Using Gibbs’ Reflective Cycle (1988):
Description:
While at the Holiday Inn Sunderland during my Level 6 placement, I was placed in the Front Office Department and worked on the daily welcome of guests, cheque-out, answering guest questions, and exchanging information between teams. I also assisted with shift briefings and supported supervisors throughout, coordinated interdepartmental communication, and spent an extensive amount of time working with IHG’s Property Management System (PMS), with responsibilities including updating room statuses, creating reservations, and processing guest bills.
[bookmark: _Toc199969312]Feelings:
I was very overwhelmed at first by the flow and the amount and pace of the guest interactions in the busiest check-in hours. I was afraid of doing wrong while he was operating the PMS or answering difficult guest requests. But, the more I got used to the system and workflow, the more nervousness was transformed into confidence and motivation. I realised that the Front Office is not only a service touchpoint but can also be a strategic hub for guest satisfaction and control of the operations.
[bookmark: _Toc199969313]Evaluation:
A benefit of my placement experience included seeing real-time leadership and operational decision-making. An example was a guest whose room was double booked. I saw the supervisor refreshingly and coolly take care of the situation by upgrading the guest, graciously apologizing, and throwing in a complimentary drink. I learned the importance of emotional intelligence, service recovery, and what immediate supervisory decisions can do to keep customers loyal to your brand from this scenario.
I also gained useful experience by preparing reports using PMS. I was assigned to prepare a shift handover report with the occupancy rate, amounts still to be paid, and information about VIPs. To do this, staff had to know how to use the system well and pay close attention to details, showing that administrative software makes efficiency and steady operations across different shifts possible.
[bookmark: _Toc199969314]Analysis:
By being placed in the field I was able to correlate theory in the classroom with practical experiences. From an operations systems perspective, the PMS supported critical functions such as real-time inventory management, accurate billing, and guest profiles. Thus, it is by operational models taught in Service Operations Management (Johnston et al., 2012): that technology facilitates serving efficiency and process accuracy.
As to the leadership, the behaviour of the front office supervisors aligned with Hersey and Blanchard’s Situational Leadership Model. During my practice, I noticed that supervisors adjusted their leadership style to the level of staff experience and guest needs (from direct instruction to new staff or from empowerment to experienced team members). This type of flexible and people-centred leadership created improved team coordination and service outcomes.
Standard Operating Procedures (SOPs) kept things consistent but I also learned that staff were allowed to come up with creative solutions when unexpected guest issues arose. This pointed out the need for more balance between standardisation and flexibility in service environments.
[bookmark: _Toc199969315]Action Plan
To support my growth in hotel administration, I have found three development steps:

[bookmark: _Toc199969316]Section 2: Discussion of Key Hotel Administration Issues
[bookmark: _Toc199969317]Introduction
The hospitality industry relies heavily on management style to help employees engage and to ensure good service. While on placement at Holiday Inn Sunderland, I noticed that the way leaders behaved had a major impact on both the efficiency and employee morale in the Front Office Department. This section explains different leadership approaches observed and analyses them from the Management and Organisational Behaviour module as well as from academic studies, mainly looking at situational and transformational leadership styles.
[bookmark: _Toc199969318]Observed Issue in Practice
I observed different managerial styles utilised by front office supervisors and duty managers; the styles varied depending on whether it was peak check-in hours or during operational disruptions (e.g. room overbooking). Supervisors sometimes used a more directive management style and clear, rapid instruction of junior staff. At other times, such as on quieter shifts, a more democratic and supporting style was used, encouraging junior staff to make decisions and provide their thoughts.
[bookmark: _Toc199969319]Critical Analysis by Using Theories:
Hersey and Blanchard’s Situational Leadership Theory (1982) states that leaders must use different styles, depending on the competence and commitment of their team members. When managers adjusted their approach to provide more support to newer staff and delegate to those with more experience, morale and efficiency were higher. But, without this flexibility, miscommunication and guest dissatisfaction would sometimes happen. This aligns with Mullins, (2020) who emphasises the role of context-sensitive leadership in service-based sectors.
 The transformational leadership style which is extensively discussed in the module and by Bass and Riggio, (2006) also had a very important role. I observed supervisors who encouraged their staff through inspiration, especially during meetings. For example, one manager commonly linked service standards to IHG’s global reputation which inspired pride and a sense of ownership among staff.  This is also consistent with Ghasabeh et al, (2015) that transformational leaders create a stronger team commitment and improve the employee’s performance in high-stress service settings.
Some leaders also demonstrated democratic leadership. Managers sometimes asked employees for their ideas on accommodating shift requests or implementing changes in guest service (for example, new ideas for greeting guests). Laoyan, (2024) also states that including employees in decisions raises their job satisfaction. Yet, on particularly busy shifts, I found that being democratic sometimes led to delays in making decisions and resulted in longer wait times for guests which Cherry, (2024) notes as a flaw of democratic systems in pressured situations.
The Module Connection: Management & Organisational Behaviour (BMIH5004):
This ties directly to the second learning outcome of the module, focusing on understanding managerial roles, explaining leadership, and looking into factors that impact a leader’s ability. 
The real-life observations were able to be contextualised in our lectures on managerial effectiveness and the behavioural approach to management. Blake and Mouton’s Managerial Grid also placed emphasis on task-oriented and relationship-oriented leadership, in dual focus. 
Leaders with the highest ratings on both dimensions were best at managing teams and keeping guests satisfied in escalating situations.


[bookmark: _Toc199969320]Section 3: Future Trends in Hotel Administration
Advancements in technology, changing consumer perception, and the introduction of artificial intelligence (AI) are drastically transforming the hotel industry, especially the front office operations. During my placement, I noticed existing trends of practice and some areas that future trends could improve in terms of efficiency and service quality.
[bookmark: _Toc199969321]The Increasing Use of AI in Hotel Management:
Artificial Intelligence (AI) is rapidly changing how hotels manage their operations, particularly within the front office. Tasks such as customer check-in, customer service through chat, facial scanning for access and automated price changes are all using AI systems. Ivanov and Webster, (2019) contend that these tools boost guest experiences by reducing human error and speeding up service. During my placement, although AI was not fully implemented, I observed early signs of automation, such as mobile check-in options and the use of the Property Management System (PMS) to generate reports.  Introducing AI tools such as facial recognition and virtual concierges, could help make the building more efficient. However, there is a key problem of employee displacement and the authenticity of the services. Tussyadiah, (2020) highlights the challenge of balancing automation and the need for human touch in hospitality.  For this reason, hotel managers have to achieve the right balance of their automation and human proponents.
[bookmark: _Toc199969322]Changing Consumer Expectations:
Modern guests expect quick, personalised, and flexible services. Buhalis and Leung, (2018) point out that offering customised experiences by using guest data is crucial for staying ahead. During my placement period, it was manual handling requests like early check-ins and route preference which sometimes resulted in cases of disagreements. Staff may respond proactively with Advanced PMS and AI tools. Lam and Law, (2019) emphasise that, while staff must be trained to use digital tools, they also need to be taught how to use emotional intelligence in matching ‘high-tech’ and ‘high-touch’ service expectations.
[bookmark: _Toc199969323]Technological Advancements in Administrative Work:
Administrative efficiency is now being improved by technologies such as cloud-based PMS, digital keys, and CRM platforms. According to Vella et al, (2021), being able to share real-time updates and coordinate closely makes a difference in the department. Even though PMS supported all of my tasks during placement, entering guest requests manually was still difficult. Guests would be able to update preferences via apps and there would be other practices to streamline services in future systems. However, the increased digital data requires robust cybersecurity measures, as highlighted by Pankaj, (2025) as well as the importance of staff to comply with GDPR and ethical data handling training. The trends show that hotels are moving toward smarter management, collecting data, and focusing on making guests feel valued which requires mixing human and technological approaches.
































[bookmark: _Toc199969324]Conclusion:
During my placement at Holiday Inn Sunderland, I learned how adaptive leadership, technological integration, and service efficiency are key components of the front office. The exposure to real-time management decisions and the use of PMS systems enhanced operational understanding. Theories like Situational and Transformational Leadership were applied and they showed how effective leadership and staff performance improves as a result of improving guest satisfaction. The future trends which include AI, evolving guest expectations, and data-driven services are clear signs of the way hospitality will end up being tech-enhanced. Automation is key, however, balancing automation and humans remains key.
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To enhance professional-level communication and Skills in customer service: 
My goal was to develop my verbal and nonverbal communication skills to influence and engage with a varied audience of international tourists and corporate clients with a consistent brand standard.


To learn how to work comfortably with the common front office and administrative tools found in daily hotel work:
I wanted to improve my confidence in IHG’s administrative systems, mainly the PMS, and discover how using technology in hospitality supports various business functions.


To see and reflect on how supervisors manage leadership during tough situations and periods of great stress:
By observing front office supervisors and duty managers, I attempted to learn about the effects leadership, assigning duties and team cooperation have on guests and the smooth running of activities.





PMS tools online simulations and tutorials especially on reservation and reporting functions with great proficiency.


Improve communication skills by role-playing, through guest conflict resolution and cross cultural interactions.


Talk to other leaders, mainly about the management of task planning and interactions between departments, so you can observe how they make key choices.
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