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Reflective Learning Log: Front Desk Operations and Leadership Experience at Best Western White House Hotel
[bookmark: _Int_017PE7rh]My time at the Best Western White House Hotel in Watford gave me the chance to work closely with the Front Desk team as a Duty Manager. This department acts as the first point of contact for guests and plays a key role in shaping their experience. It is responsible for handling check-ins and check-outs, managing reservations, dealing with guest queries and complaints, and coordinating with housekeeping and maintenance teams. While the hotel itself is quiet and does not attract a particularly high volume of guests or events, the Front Desk still needs to stay on its toes to manage daily tasks smoothly.
Before I began, I had set three personal learning goals. First, I wanted to develop confidence in handling guest complaints and requests with calm and clarity. Second, I hoped to gain a better understanding of how leadership works in small hotel teams. Finally, I wanted to improve my familiarity with hotel management software like the  PMS system and CRM tools.

Role Reflection
To reflect on my experience, I used Gibbs’ Reflective Cycle (1988), which helped me break down what happened, how I felt, what I learned, and what I could do better.
[bookmark: _Int_yCxInER1]As the Duty Manager, my role was varied. I handled shift briefings, supported the Front Desk team, addressed guest concerns, and ensured smooth communication between departments. The hotel follows a transactional management style, where tasks are clearly defined, and employees are expected to follow instructions without much flexibility. While this approach keeps the operation organised, it does limit space for creativity and autonomy (Bass, 1999).
I noticed early on that my position had a direct impact on how efficiently the department ran. For example, if I delayed a shift handover or failed to communicate room changes clearly to housekeeping, it often led to confusion and delays. Communication, especially during busy times, was essential. We used a Property Management System (PMS) called Opera and a basic CRM tool to manage bookings and guest preferences. While I initially struggled with the CRM interface, by week five, I was able to update guest records, flag preferences, and handle group reservations without support.
One of the key moments during my time involved handling a situation where a family of three arrived late at night, only to find their room had mistakenly been booked for the following day. I found a vacant room, offered complimentary breakfast, and ensured the guest was satisfied before leaving. It taught me that guests do not always expect perfection, but they do expect a quick and honest response.
Another example involved a small group check-in for a local training event. I noticed that their room allocations were inconsistent. I worked with housekeeping and the front desk to reassign rooms quickly, keeping the group on the same floor and minimising delays. This showed how important coordination is between departments, especially when managing bookings with specific needs.
Through these experiences, I learned that I am good at thinking on my feet and communicating calmly under pressure. However, I also realised I tend to overwork and hesitate when it comes to delegating. This sometimes causes unnecessary delays or fatigue. I want to work on trusting team members more and giving them space to handle responsibilities without micromanaging.
To improve, I have set three development steps. First, I will practise active delegation by giving junior team members more tasks and offering support without taking over. Second, I will seek feedback on my leadership approach from peers and mentors. Third, I plan to take an online course on advanced PMS tools to become more comfortable with back-end operations (Kandampully et al., 2018).

Discussion of Key Hotel Administration Issues
One issue I observed at the hotel was the lack of consistent staff training, especially in relation to system usage and guest interaction. New employees often learn on the job, with little structured onboarding. This led to delays in service and occasional guest dissatisfaction. For example, one of the front desk team members accidentally charged a guest twice for the same room due to unfamiliarity with the payment screen on Opera.
[bookmark: _Int_PUrxYkEk]This lack of training directly connects with the module I studied in Level 5: Personnel Resourcing and Development. The module emphasised the importance of onboarding and continuous learning to maintain service quality (Armstrong & Taylor, 2020). A well-designed training program can improve confidence, reduce turnover, and help teams deliver a consistent experience (Baum, 2015).
Academic literature also points out that in smaller hotels, structured training is often seen as a luxury rather than a necessity (Tung & Law, 2017). However, this short-term thinking often leads to higher staff stress, poor service delivery, and a reactive rather than proactive workplace culture (Nickson, 2013). During my time, I noticed that experienced team members were often pulled away from tasks to support other colleagues. This reduced overall productivity.
If I were in a leadership position here, I would introduce a basic training module that covers system navigation, communication protocols, and complaint handling. It does not have to be complicated but should be mandatory before staff begin guest-facing shifts.

Future Trends in Hotel Administration
One trend that I discussed with the general manager was the growing use of artificial intelligence in front-office operations. The hotel would like to explore the use of AI tools for CV screening and for checking competitive rates. For instance, the software would scan resumes and filter candidates based on keywords, cutting down initial hiring time. 
Another way the hotel would like to use AI is to monitor local events and competitor pricing. This data would help the hotel decide how to price rooms during busy periods like concerts or football matches. My manager explained how the system would track bookings at nearby hotels and suggest price changes automatically it sounded promising in helping smaller hotels compete with larger brands within the area (Li et al., 2020).
[bookmark: _Int_B4MJj3xG]Literature suggests that automation in hotel admin tasks if used correctly, can support rather than replace human staff. Instead of spending hours on manual scheduling or pricing updates, teams can focus on guest interaction and creative problem-solving (Buhalis & Leung, 2018). That said, adopting AI too quickly without proper training can cause confusion and resistance among staff (Ivanov & Webster, 2019).
Based on my experience, a balanced approach is needed. AI tools should be introduced gradually, with clear explanations of how they support, not replace, staff. Hotels must also ensure that staff have time to adapt to these changes.
Conclusion
This has helped me grow professionally and personally. I now understand how even a small Front Desk team depends on strong leadership, consistent communication, and the right tools. I managed to meet all three learning goals I had set. I learned how to respond calmly during guest complaints, got a better sense of how a transactional leadership style works, and developed more confidence using PMS and CRM tools.
Although the hotel was not particularly busy or eventful, the experience still taught me a lot about managing routine tasks well and dealing with unexpected issues quickly. My biggest takeaway is that good leadership is not about solving every problem yourself. It is about building a team that can handle challenges together, even on slow days.
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