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1. [bookmark: _Toc213841802]Introduction

During my placement at Coldra Court Hotel by Celtic Manor in Newport, I worked within the Front Office Department under the supervision of McKenzie, supported by Ashleigh, Gosia and Basia. The front office acts as the operational and communicative hub of the hotel, forming guests’ first and final impressions. My role involved guest check-ins and check-outs, reservation management, complaint handling, and inter-departmental coordination with housekeeping and maintenance through the Opera Cloud Property Management System (PMS). This experience expanded on the practical knowledge developed during my Level 4 placement at Ibis Budget Newport, where I first learned the importance of efficiency and customer engagement at reception. To analyse my professional growth, I apply Schön’s (2016) reflective model of reflection-in-action and reflection-on-action, extending this to include reflection-for-action to guide future professional development. The purpose of this reflection is to evaluate how I have developed professionally and personally, demonstrating progression from operational competence to a more strategic awareness of administrative systems within hotel management (Wood, 2013; Vallen and Vallen, 2014). 
This reflection explicitly builds on my Level 4 learning in BMIH4004 Hotel Administration & Front Office Operations and in BMIH4001 Business Skills for the Hospitality Industry, applying taught concepts to Level 6 practice.

2. [bookmark: _Toc213841803]Role Reflection
 
[bookmark: _Toc213841804]2.1 Reflection-in-Action
During my placement, a challenging incident occurred when a guest arrived several hours before check-in, and their room was not yet ready. Applying reflection-in-action, I quickly contacted housekeeping via radio to prioritise cleaning and offered the guest complimentary coffee with regular updates. This required calmness, empathy, and problem-solving—core front-office competencies identified by Johnston et al (2012), who note that service efficiency relies on flexible decision-making during unpredictable peaks.
The situation also reflected the marketing view that responsiveness and personal attention shape guests’ perceptions of service quality. Line and Runyan (2012) argue that timely recovery of service encounters enhances satisfaction and loyalty, reinforcing the importance of front-office agility. Compared with my Level 4 placement—where I relied on supervisors—I now acted independently, demonstrating greater autonomy and confidence. Schön (2016) states that reflective practitioners adapt their behaviour dynamically; this was evident in my ability to maintain service standards under pressure.
Another situation involved collaborating with maintenance when a guest reported a technical issue. Using the radio system, I relayed the problem and ensured it was resolved within minutes. This quick interdepartmental response reflected the operational efficiency outlined by Johnston et al (2012) and strengthened my understanding of teamwork at the front desk.

[bookmark: _Toc213841805]2.2 Reflection-on-Action
After each shift, I reviewed how I handled guest requests and busy check-in periods, recognising that calm communication and teamwork were vital during high-volume operations. Feedback from McKenzie encouraged better task prioritisation and delegation, improving time management. This reflects Walker (2021), who links effective communication to guest satisfaction, and Martin (2020), who associates clear organisation with operational profitability.
During a large conference check-in, our team followed a structured plan assigning roles for guest greeting, key distribution, and billing checks. This demonstrated efficient coordination and reinforced the teamwork principles discussed by Walker (2021).
At Level 4, I mostly observed procedures, but by Level 6, I evaluated outcomes, applied feedback, and implemented improvements, showing deeper reflective maturity. Another incident involved a guest disturbed by noise at night; I apologised and arranged a quieter room, ensuring satisfaction through empathy and swift action (Vallen and Vallen, 2014). This mirrored my Level 4 learning in Hotel Administration & Front Office Operations, where responsiveness and communication were key competencies, and in Business Skills for the Hospitality Industry, which emphasised teamwork and reflective practice. Building on these reflections, I identified areas for continued professional development to strengthen my front-office performance.

[bookmark: _Toc213841806]2.3 Reflection-for-Action
Looking ahead, I aim to build on the professional awareness and adaptability developed during my front-office placement. I recognised that managing guest expectations and maintaining composure under pressure are crucial areas for further improvement. To strengthen these competencies, I plan to enrol in an online course on conflict management to enhance my ability to resolve guest issues constructively and support colleagues more effectively. Hagg (2013) emphasises that emotional intelligence and conflict-resolution training are key attributes for staff transitioning into supervisory roles.
I also intend to request structured feedback sessions with my supervisor to identify specific behavioural improvements and to observe how experienced team members de-escalate challenging interactions. According to Felce (2019), continuous feedback within work-based learning promotes self-awareness and sustained professional growth. Incorporating these reflective habits into my routine will enable me to approach future situations with greater confidence and empathy, fulfilling Schön’s (2016) notion of reflection-for-action—using insights from past experiences to guide future professional practice.
3. [bookmark: _Toc213841807]Discussion of Key Hotel Administration Issues

Several administrative challenges were observed during the placement.
First, communication lapses between reception and housekeeping occasionally delayed room readiness. Consistent use of PMS notes and written handovers is vital to ensure requests are not overlooked (Vallen and Vallen, 2014).
Second, fluctuating guest volumes during conferences and group arrivals placed pressure on staff allocation, highlighting the importance of flexible scheduling and contingency planning (Johnston et al, 2012).
Third, manual record-keeping sometimes led to inconsistent data entry. As Hu et al (2022) note, digitalised systems support accuracy, operational transparency, and compliance with GDPR.
Compared with my Level 4 placement at Ibis Budget Newport, Coldra Court exhibited stronger departmental coordination but would benefit from greater digital integration. Addressing these issues through improved communication and technological upgrades can enhance guest satisfaction, administrative precision, and managerial efficiency (Martin, 2020).

4. [bookmark: _Toc213841808]Future Trends in Hotel Administration

The future of hotel administration is shaped by rapid technological innovation, changing guest expectations, and a stronger commitment to sustainability and workforce flexibility. Digital transformation is now essential for competitiveness in an increasingly contactless, data-driven environment.
For the front office, integrating tools such as advanced Property Management Systems (PMS), mobile check-in/out, and AI-powered chatbots streamlines administrative tasks and enhances personalisation (Bardi, 2010). Hu et al (2022) note that digital platforms let managers monitor performance and guest sentiment in real time, improving quality control. At Coldra Court Hotel, adopting such systems could strengthen inter-departmental communication, reduce manual errors, and accelerate service—particularly during conferences and group arrivals.
Machine learning and predictive analytics are revolutionising decision-making. Martin (2020) explains that analytics enables forecasting, pricing optimisation, and efficient staff allocation, increasing profitability. For instance, Coldra Court could use guest data to anticipate demand for room types or breakfast peaks, ensuring proactive service management.
Sustainability is another defining trend in hotel administration. At Coldra Court Hotel, recent initiatives such as LED lighting and structured recycling systems demonstrate how managers embed eco-friendly practices—reducing paper use through digital documentation, monitoring energy, and introducing waste-management programmes. Tan and Despotis (2022) stress that responsible strategies lower costs and build brand reputation, while ASET (2017) adds that sustainable initiatives cultivate accountability and ethical awareness among staff.
The evolution of hotel administration also involves workforce management. Flexible and hybrid models, remote system access, and online training enhance engagement and work–life balance. As technology reshapes operations, the future hotel administrator must balance innovation with human connection—leveraging digital efficiency without losing the hospitality ethos that defines guest service.
5. [bookmark: _Toc213841809]Conclusion and Development Plan

Reflecting on my professional journey from my Level 4 placement at Ibis Budget Newport to my Level 6 experience at Coldra Court Hotel, I have developed from carrying out routine operational tasks to understanding the strategic functions of hotel administration. Through Schön’s (2016) reflective framework, I have learned to evaluate situations critically, respond adaptively, and plan for continuous improvement. The placement enhanced my communication, teamwork, and service-recovery skills while revealing the need to further strengthen my digital literacy and leadership capacity.
Feedback from my supervisor noted that I became more confident in communicating with guests and handling the PMS independently, which confirms my development in both competence and self-assurance since Level 4.
Building on emerging industry trends, I intend to complete a certified Front-Office Leadership and Revenue Management course and to enrol in an online conflict-management programme to refine emotional intelligence. I also plan to continue seeking structured feedback from supervisors to measure progress. Embracing digital tools, sustainable practices, and reflective learning will enable me to contribute to a forward-thinking hospitality environment that balances technological innovation with authentic guest care (Felce, 2019; Martin, 2020; Wood, 2013).
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