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[bookmark: _Toc199370377]Introduction
The Rossington Hall manor house hotel is a historic manor house in South Yorkshire, England, featuring an elegant and traditional theme (Mark, 2023). As an independent, upscale property, the hotel offers accommodation, event hosting, and a fine dining experience across a range of terraces and viewpoints from its panoramic rooftop bar. The Front Desk Administration Department at Rossington Hall is the focus for this reflective learning log. The guest services department, which manages reservations, handles billing and provides guest inquiries, is responsible for a smooth and welcoming check-in and check-out procedure (Vallen and Vallen, 2013).
During my placement, I worked as a Front Desk Assistant, supporting daily operations and guest interactions. My three primary learning objectives were to:
1. Enhance my leadership and communication skills within a hotel administrative setting,
2. Gain proficiency in hotel software systems such as the Property Management System (PMS) and Customer Relationship Management (CRM) tools, and
3. Understand and contribute to operational problem-solving to improve departmental efficiency.
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Gibbs’ Reflective Cycle (1988) was selected for this reflection as it provides a step-by-step framework for exploring experiences through six stages. It guided my thought process of reflection on my role and my learning during the placement systematically.	
Description: During my placement at Rossington Hall’s Front Desk Administration Department, I worked as a Front Desk Assistant. My key responsibilities included managing guest reservations, assisting with check-in and check-out processes, handling billing inquiries, and coordinating communication between guests and other hotel departments. I also supported supervisors in daily administrative tasks and helped maintain the accuracy of booking systems.
Feelings: Initially, I felt challenged by the fast-paced environment and the need to quickly learn multiple software systems, such as the Eviivo. However, I was motivated to improve my communication and organisational skills through hands-on experience.
Evaluation: Leadership within the department was exercised mainly through supervisors who delegated tasks efficiently and motivated staff by maintaining open communication (Ugoani, 2020). Their guidance ensured a smooth workflow and helped resolve issues promptly. I observed that effective leadership has a positive impact on operational efficiency by fostering teamwork and assigning clear responsibilities. For example, during peak check-in hours, supervisors delegated specific roles which minimised guest wait times.
Analysis: Critical skills I applied and observed included leadership, communication, organisational problem-solving, and technical knowledge. Leadership was evident in task delegation and motivating colleagues during busy shifts. Effective communication was essential when liaising with guests, colleagues, and other departments to ensure seamless service (Dwyer, 2020). I frequently used Eviivo software to update reservations and guest information accurately and efficiently. One challenge was occasional Eviivo system glitches, which caused delays. These were managed by promptly informing IT support and manually recording bookings as a temporary measure.
Examples:
1. During a busy weekend, a guest reservation error caused overbooking (Zhai et al., 2023). Using problem-solving skills, I coordinated with the reservations team to find alternative accommodation for the guest to a very close hotel, while maintaining professionalism and calm communication, resulting in a satisfied customer despite the inconvenience.
2. I assisted in training a new front desk colleague on the Eviivo system, using my knowledge and patience to help them quickly adapt, improving team efficiency.
Reflection on Strengths and Weaknesses: My strengths included strong communication skills, quick learning of administrative software, and calmness under pressure. However, I identified weaknesses in time management during busy periods and a limited understanding of advanced technical finance tools.
Action Plan: To improve, I plan to:
· Attend formal Eviivo training sessions to deepen technical expertise.
· Seek mentorship opportunities to develop leadership skills.
· Participate in time management workshops to handle peak workloads more effectively.
· Engage in regular feedback sessions with supervisors to monitor progress.
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Identification of the Issue: In the Front Desk department at Rossington Hall, staff training gaps, such as a lack of proficiency with the hotel’s Eviivo booking programme, sometimes XLS and Customer Relationship Management software, were a serious administrative issue that I observed. Often, new or temporary staff struggled to use these systems effectively, resulting in occasional slowdowns during guest check-in processes and increased operational errors (Kumar, 2021).
Critical Analysis: When I was placed in the hotel, I realised the hotel provided some initial training on the administrative software, but it did not support it further in any structured way, nor did it provide refresher courses. As a result, variations in service quality occurred, particularly during peak times when less experienced staff had to handle complex booking changes (Rane et al., 2023). For hospitality to preserve operational efficiency and keep employees motivated, it requires continuous training and development. Employment of well-trained employees greatly enhances customer satisfaction and minimises errors in administrative functions (Antony et al., 2023).
While this approach is similar in practice at Rossington Hall, it could be improved by more formalised training programmes and more frequent skill testing. During Level 5, I studied the personnel development and resourcing literature, and this gap represents the findings of the literature as I studied it. In this module, I focused on talent management, employee engagement, and continuous professional development, all of which are critical to addressing the training deficiencies I worked on.
Implications: The training gap reduces overall departmental effectiveness, leading to higher staff stress, lower guest satisfaction due to slow service, and hindering the department's ability to cope with software upgrades (Ugoani, 2020). Through a strategic training framework, this issue can be successfully addressed, thereby improving both employee confidence and the guest experience (ASET, 2017).
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Emerging Trends: Several future trends are likely to influence the operation of the Front Desk administration at Rossington Hall. The use of Artificial Intelligence (AI) and automation, including AI-powered chatbots for guest inquiries and smart self-check-in kiosks, is transforming the interface between hotels and their guests (Bagadiya and Kathiriya, 2024). At the same time, consumer expectations are shifting towards contactless services, personalisation and platforms that promote sustainable practices, which impact administrative roles.
Impact on Department Operations: Based on my placement experience and observations at Rossington Hall, I identified that Rossington Hall is currently over-reliant on manual processes and relies on outdated software. AI tools can help integrate with operational revenues by reducing wait times, further allowing staff to focus on personalised guest care. Through the use of AI, administrative accuracy increases, and human resources are released for higher-level tasks (Bagadiya and Kathiriya, 2024). In addition, demand from consumers for personalised service only encourages that this balance of technology with human interaction be maintained to retain the character of that luxury hotel.
Preparing for the Future: I intend to learn more about AI applications in hospitality and explore emerging technologies through workshops and online courses, in order to adapt. These efforts will be proactive in keeping the hotel competitive and contributing positively to the future hotel administration environments (Kumawat et al., 2024).	
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The placement at Rossington Hall has provided valuable insights into the practical application of hotel administration skills, particularly in the Front Desk department. I managed to advance significantly in my leadership, communication, and technical competencies, which made them align with my original learning objectives. When discussing the training gaps, it was crucial to emphasise that the hospitality industry relies on continuous professional development. Awareness of emerging AI technologies and the changing expectations of consumers will be important for me to succeed in my future career. From all of this, I now feel more strongly about the future of the hotel industry, working with technology as a foundation to provide humanised service.
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	RESEARCH
	For this assessment, you can use Generative AI to support you in research, including searching for bibliography, and using tools to summarise, compare and
interrogate materials.
	Yes ☐
No ☐✔

	STRUCTURE
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts and headings, etc.
	Yes ☐
No ☐✔

	PROOFREADING
	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including rephrasing of your own work within specific standards.
	Yes ☐
No ☐✔

	WRITING
	For this assessment, you can use Generative AI to create text for submission.
	Yes ☐
No ☐✔

	CREATIVE
	For this assessment, you can use Generative AI to create creative materials, such as images.
	Yes ☐
No ☐✔

	PROGRAMMEING
	For this assessment, you can use Generative AI to create and check code.
	Yes ☐
No ☐✔

	NONE
	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading support and creative support.
	Yes ☐✔
No ☐



I acknowledge the use of Grammarly (https://www.grammarly.com/) on 25th May 2025 to check my work using the prompt(s): 
1. Please check the following text for readability, grammar and syntax. 
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence. 

