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Introduction
As per Google (2025), Premier Inn Canwick is renowned for its efficient guest service operations, where the Reception/Front Office department plays a pivotal role in ensuring guest satisfaction. The department handles everything from check-ins and check-outs to managing reservations and addressing guest queries with a high degree of professionalism. My placement within this environment aimed to develop a comprehensive understanding of hotel administration, particularly focusing on:
· Enhancing Communication Skills: Improving the ability to interact effectively with a diverse clientele.
· Developing Teamwork and Leadership Abilities: Gaining insights into managing and motivating a team.
· Strengthening Task Management and Technical Proficiency: Becoming adept with the Property Management System (PMS) and other administrative tools.
· Understanding Guest Service Excellence: Learning strategies to exceed guest expectations and handle challenging situations.
My learning objectives were to bridge theoretical knowledge with practice and to develop both work-based skills and technical expertise essential for effective hotel administration. In line with Gibbs’ Reflective Cycle (Gibbs, 1988), I will explore my experiences, analyse my development, and propose an action plan for continuous improvement. This reflective approach is further underpinned by theories of experiential learning (Kolb, 1984) and reflective practice (Schön, 1983).
Section 1: Role Reflection 
My Role and Responsibilities
I supported front desk operations by assisting with check-ins and check-outs, resolving basic guest complaints, monitoring room availability, and liaising with other departments. I also observed how the supervisor coordinated daily team activities and communicated operational goals. As pointed by Cook (2023) and Nagy et all (2023), shadowing the supervisor allowed me to see how calm, decisive, and supportive leadership can significantly impact guest satisfaction and team morale.

Leadership in this department was exercised through real-time delegation, decision-making under pressure, and consistent guest interaction management. The supervisor modelled calm, prompt, and clear leadership, using the PMS to manage occupancy efficiently.
Operational Efficiency and Skills
The front desk supervisor had a major impact on workflow. Their ability to make decisions, assign roles, and use software like Opera PMS kept operations smooth, even during peak times. Key skills I observed included:
· Leadership: Delegating tasks, especially during high guest turnover, prevented bottlenecks.
· Communication: Information flow between reception and housekeeping affected check-in speed.
· Technical Proficiency: Quick updates to PMS and responding to guest queries on CRM were vital.
Real Examples and Self-Evaluation
Example 1 – Effective Software Use:
During a full occupancy night, I observed how the supervisor used the PMS to reassign rooms for early check-ins. Their knowledge of the system allowed rapid decision-making, reducing guest waiting times and frustration.
Example 2 – Guest Complaint Resolution:
I assisted in resolving a guest complaint stemming from a reservation that failed to sync with the Property Management System (PMS). My supervisor demonstrated composure, swiftly addressing the issue by manually entering the booking and offering a complimentary breakfast to ensure guest satisfaction. By closely observing my supervisor’s methodical and empathetic approach, and as supported by Richardson (2024), who emphasises the importance of calm and professional handling of service disruptions, I gained valuable insights into effective conflict resolution. This experience highlighted how technical errors, if not addressed with confidence and empathy, can quickly escalate, underscoring the critical role of emotional intelligence in maintaining service excellence in hospitality.
My Strengths:
· Strong interpersonal communication
· Quick learner with software systems
· Calm under guest pressure
Areas for Improvement:
· More assertiveness when coordinating across departments
· Greater confidence in problem-solving during unexpected system errors
Action Plan for Development
1. Develop Software Skills: Enrol in training courses for PMS (e.g., Opera) and CRM systems.
2. Shadow Experienced Supervisors: Observe decision-making and guest conflict management.
3. Confidence Building: Role-play scenarios in academic sessions to enhance problem-solving.
4. Reflect Weekly: Use a journal to track personal development and learning gaps.

Section 2: Discussion of Key Hotel Administration Issues
Identified Issue: Training Gaps in System Use
Drawing on insights from Fredrik (2024), I identified a recurring issue of inconsistent training on the hotel’s Property Management System (PMS) and Customer Relationship Management (CRM) systems. Many new staff members faced challenges in logging reservations or updating room statuses accurately, which occasionally led to delayed check-ins and billing inaccuracies. This observation underscored the need for standardised, comprehensive training to enhance operational efficiency and guest satisfaction in the hospitality environment.
Relevance to Academic Theory
This issue aligns with Personnel Resourcing & Development (Level 5). According to Kozlowski & Ilgen (2006), continuous learning and adaptive systems training are essential in dynamic environments like hotels. Poor training contributes to low confidence and increases human error.
Dewani (2024) also highlights that service excellence begins with confident, well-prepared staff who understand their digital tools. Without proper onboarding, even experienced employees may underperform when faced with complex software systems.
Link to Practical Experience
During my placement, I observed several staff members double-checking with supervisors about simple tasks—like linking guest details to reservations. These interruptions reduced workflow efficiency and increased guest wait times.
Critically, this issue showed that strong customer service cannot be delivered without backend competence in systems.

Section 3: Future Trends in Hotel Administration
Emerging Trend: Increased Use of AI in Front Desk Functions
Makivic et al. (2024) and Mira (2024) note that AI is increasingly transforming hotel administration. Smart chatbots now handle pre-arrival communication, while predictive AI in PMS systems forecasts room demand and automates upselling. These innovations will reshape how the front desk operates.
Impact on Front Desk Roles
Literature by Ivanov & Webster (2019) suggests that AI in hotel operations reduces repetitive tasks and allows staff to focus on personalised guest interactions. However, it also requires new technical competencies and continuous upskilling.
During my placement, I noticed some processes were already semi-automated (e.g., keyless entry, digital guest surveys), but full automation was still in progress. Staff who adapted quickly to these tools showed higher efficiency.
As AI expands, front desk employees will need hybrid skills: hospitality etiquette alongside digital literacy. This echoes insights from Cantrell et al. (2002), who argue that modern hospitality roles are becoming “skills-based,” requiring staff to master both human and tech tasks.
Conclusion and Action Plan
This placement gave me hands-on experience in hotel administration and helped me achieve the following:
Learning Reflections
· I gained real-world experience using PMS and CRM tools.
· I observed how supervisory leadership can reduce errors and increase guest satisfaction.
· I developed confidence in front-facing roles and digital administration tasks.
Achievement of Objectives
· Objective 1 – Achieved: I became proficient in basic system tasks and troubleshooting errors.
· Objective 2 – Achieved: I saw how leadership and clear delegation impacted daily operations.
· Objective 3 – Achieved: I managed guest complaints and understood the need for calm, prompt problem-solving.
Integrating academic theories—such as Kolb’s (1984) experiential learning model and situational leadership frameworks—helped me understand the value of these skills in dynamic service environments. The reflection process, as outlined by Moon (2004), allowed me to critically assess these experiences and recognize how they contribute to professional competence.

Final Thoughts
The front desk serves as more than just a check-in point—it is the central hub of the guest experience. This placement has deepened my appreciation for its operational complexity and strategic significance. Looking forward, I am committed to further developing my administrative, technical, and leadership abilities as I pursue a career in hotel management.
My time at Premier Inn Canwick has been a transformative experience. Through the application of Gibbs’ Reflective Cycle, I have critically evaluated my personal and professional development, explored the significance of work-based skills and technical expertise, and examined organisational challenges with a focus on practical solutions. These reflections will play a crucial role in shaping my future practice in the hospitality industry, equipping me to contribute effectively through improved communication, strong teamwork, and a proactive, solution-oriented mindset.
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