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I worked at the Premier Inn John Lennon Airport Hotel's reception desk during my final student placement. The hotel has a lot of visitors with different needs due to the closeness to the airport. In addition to managing the check-in and check-out procedures, I discovered during my placement how crucial the reception desk is to the overall visitor experience.
The recent switch from the BART system to the OPERA was a particularly beneficial part of this experience. I was keen to develop practical knowledge of the new system and adapt to the updated procedures. I also focused on strengthening my communication with guests and becoming more confident in a fast paced and constantly evolving work environment.
[bookmark: _Toc200968194]Role Reflection
For analysing my professional placement, I applied Donald Schön’s reflective model, as it enables both retrospective evaluation of events and conscious attention to my in-situation decisions and reactions (Tan, Kocsis and Burry, 2023). The fast-paced nature and frequent unexpected situations at the front office of the Premier Inn John Lennon Airport Hotel made this approach particularly appropriate.
This was my second placement at the same hotel. My primary duties involved helping guests with self-service check-in kiosks, overseeing the OPERA PMS system, and addressing minor guest enquiries. I was a bit disappointed that I only spent a few hours at the front desk since the hotel targets having at least fifty percent of check-ins automated. Consequently, there is no dedicated receptionist, and all staff operate in a multitasking environment.
Based on my experience, decision-making is partly decentralised (Al-Hawari, Bani-Melhem and Mohd. Shamsudin, 2021). Front office staff make most operational decisions independently, with duty and hotel managers providing regular support. Although this structure allows for quicker responses and increased flexibility, it also means that employees have more responsibility (Johansson, 2023).
In one case, the key did not work in the end, but the kiosk mistook the success of a key duplication. I calmly apologised and directed the guest to the reception. Later, the guest expressed that human communication felt more reassuring. This experience reinforced my belief that personal presence remains essential to the guest experience despite technological advances, a point also emphasised by Mandic, Panic and Sain (2023).
In another instance, a guest voiced dissatisfaction regarding parking fees. I observed the receptionist addressing the issue with calm and honest communication, explaining that the car park is not operated by the hotel. From this, I gained a deeper understanding of the importance of transparent and empathetic communication, as highlighted by Raukete (2024), even when the matter lies outside the hotel’s authority.
I was most challenged by the OPERA system, as I had previously worked with BART. Over time, I gained experience by observing more experienced colleagues, asking questions, and gradually experimenting with new functions. As a result of this learning process, my confidence in using the system has grown. Punctuality and openness to new experiences are three strengths I consider to be my strengths. However, when circumstances are unusual or new, I may be less effective at initiating. During my placement I focused on understanding how to use the OPERA system, and I regularly requested feedback from a variety of colleagues. Taking on more responsibility over time is my goal, especially in decision-making and guest relations. 
[bookmark: _Toc200968195]Discussion of Key Hotel Administration Issues
During my placement, it became increasingly clear that one of the less visible yet significant administrative gaps at the Premier Inn was the complete lack of in-room telephones. While operationally practical, this decision significantly hinders guest communication in unexpected situations. Guests are required to use their personal mobile phones to reach the hotel, as there is no direct phone line from the rooms to the front desk. The issue is more apparent during the evening, as guests might discover that there is no one at reception since the front office personnel are occupied with responsibilities in different locations. This frequently leads to confusion and annoyance, especially if a guest requires immediate assistance, like during a technical problem in the room. A 2024 survey revealed that over fifty percent of hospitality managers in the UK faced similar circumstances, indicating staff overload and a decrease in guest satisfaction (Steinhardt, 2024). According to Randow (2023), one of the key factors in guest satisfaction is fast and accessible support. Its absence complicates problem resolution and can worsen the hotel's overall perception.
I gained a better understanding of how organisational culture and decision-making processes affect day-to-day operations as a result to the Management and Organisational Behaviour module. The structure of Premier Inn has characteristics of a hierarchical culture, including distinct rules, a focus on consistency, and clear chains of command (Simovic et al., 2023). However, because employees frequently react to situations on their own, there is a certain amount of decentralisation in day-to-day operations. Most strategic decisions are made at higher levels, despite the involvement and support of local managers. Lee (2024) states that the organisation's internal conflict between local autonomy and central control may have an impact on employee motivation and engagement.
To guarantee effective service and sustained guest satisfaction, the front desk faces a challenge due to the organisational structure described and the absence of in-room phones.
[bookmark: _Toc200968196]Future Trends in Hotel Administration
The administration of hotels is increasingly being impacted by technological advancements. Although increasing efficiency is the aim of automation, these systems only work well when human support is provided. According to Sann et al. (2022), digital solutions capable of anticipating guest complaints or identifying peak times are becoming more common in front office operations. Similarly, automated systems are rapidly spreading across back-office functions as well (Barten, 2024).
However, during my placement, I found that technology cannot entirely replace human presence. Das and Philosophers (2024) also highlight that a truly positive guest experience depends on the availability of personal support behind automation. For example, the Premier Inn’s self-service check-in process only functioned effectively when a team member was immediately available to respond to questions.
Digital guest communication is one area that may require some improvement. Currently, guests must use their cell phones to reach reception or walk downstairs to reach it. A messaging feature integrated into the hotel's app or chat platform could facilitate this type of communication. Research by Car and Stifanich (2020) shows that such tools can significantly improve response times and enhance overall guest satisfaction. Many global hotel chains, including Hilton, Marriott, and the InterContinental Hotels Group, have already adopted similar systems (Bagadiya and Kathiriya, 2024). The use of WhatsApp Business is also becoming increasingly widespread, as noted by Wills (2024).
From my own experience, I often observed that guests were unsure how to get in touch with staff. This strengthened my conviction that digital communication tools can enhance front office functions, making them not only quicker and more transparent but also more accommodating for guests. In this manner, technology complements rather than substitutes the human aspect in hospitality.
[bookmark: _Toc200968197]Conclusion
My experience at the front office of the Premier Inn John Lennon Airport Hotel offered important perspectives on an environment influenced by changing guest demands, technology, and staff constraints. Utilising Schön’s reflective model was essential for assessing the situations faced as well as my immediate responses and decision-making processes. Concerning my original goals, I made substantial advancements in mastering the OPERA system, gaining significant confidence in utilising it. While the emphasis on automated check-ins reshaped direct guest interactions, I nonetheless deepened my understanding of guest relations by assisting with new technologies and observing experienced colleagues manage diverse issues. Consequently, I also achieved my goal of navigating the changed, multitasking work environment with increased confidence and adaptability. A key overall insight is that the future of hotel administration lies in technology supporting, not replacing, human work, its success dependent on a people-centric approach.
My goal is to further improve my technical and communication skills and work in settings where the human touch is valued as a key part of the guest experience.
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