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[bookmark: _Toc199270273][bookmark: _Toc200966455]Introduction
I have worked in the Front Desk section for my placement at Holiday Inn Peterborough-West. A central part of the Front Desk is handling guest check-ins and reservations (Bardi, 2010). The team at Holiday Inn Peterborough-West by IHG takes care of bookings and assists guests. The department is responsible for making arrivals and departures go smoothly. I intended to gain skills in leading, talking well and solving problems. I decided to find out how hotel software is used most efficiently. An additional objective was to answer and deal with guest complaints properly. 

[bookmark: _Toc199270274][bookmark: _Toc200966456]Section 1: Role Reflection
I’m using Gibbs’ Reflective Cycle during my reflection:


[image: ]
Figure 1: Gibbs’ Reflective Cycle (Denis, 2019).
[bookmark: _Toc199270275][bookmark: _Toc200966457]Description
I was responsible for the front desk role at Holiday Inn Peterborough-West. I helped guests when they checked in and dealt with questions quickly. I realised that supervisors at the front desk guide the staff and rapidly address issues (Bardi, 2010). The way they led kept everything organised and firm. I could not manage reservations as efficiently without them. I helped with administrative work while training in team cooperation and familiarising myself with the Opera System. Additionally, I have made reservations for a couple different evenings to stay as a guest and observe how the desk greets visitors. Every night I spent at the hotel was fantastic, and every receptionist made me feel very welcome. 



Feelings
At the beginning, the work at the front desk was a bit too much for me. I didn’t know how to manage the pressure when it came. Watching my supervisors stay calm gave me a lot of strength. I had the goal of becoming a better communicator and leader. I would doubt myself when deciding what to do. From the guest perspective, I always felt important and welcome.
[bookmark: _Toc199270276][bookmark: _Toc200966458]Evaluation
The team was well managed because the supervisors communicated clearly. I noticed a supervisor politely settled a booking problem very soon after. As a result, the guests enjoyed was both welcoming and fulfilling. Supervising staff was difficult for another team member, which caused things to take longer than planned (ASET, 2017). It demonstrated that good leadership and communication are both necessary.
[bookmark: _Toc199270277][bookmark: _Toc200966459]Analysis
[bookmark: _Toc199270278]Experienced leadership increases work efficiency at the front desk by leading the staff. A good supervisor makes sure the team gets its work fair and helps support everyone. Hotels need PMS and CRM to handle their front desk organisation. Issues included trying to do multiple tasks at once and handling problems that guests raised rapidly. Managing stress and what decisions to make will benefit me moving forward (Robinson and Smith, 2024).
[bookmark: _Toc199270279][bookmark: _Toc200966460]Conclusion
[bookmark: _Toc199270280]I am strong in communication and very motivated to learn new things. I find it necessary to be more confident and deal with stress more effectively. Supervisors’ behaviour showed me how to remain undisturbed. Teaching myself useful skills raised my skills as a front desk worker.
[bookmark: _Toc199270281][bookmark: _Toc200966461]Action Plan
[bookmark: _Toc199270282]I have set up a leadership training. Playing out different scenarios will help me decide better in situations. I intend to use software on a regular schedule. I will try to learn from colleagues to improve my performance. With mindfulness, I will not get easily overwhelmed by anything stressful.
[bookmark: _Toc199270283][bookmark: _Toc200966462]Section 2: Discussion of Key Hotel Administration Issues
While on placement at Holiday Inn Peterborough-West by IHG, I found that training was causing problems for the hotel’s administration. Hospitality staff need training to ensure they do well, guests are content, and the business operates efficiently (O’fallon and Rutherford, 2010). It was often clear that employees needed more training, mainly in response to guest issues and better communication. Because there was often a gap, it sometimes took too long to fix issues, which was not good for the hotel’s reputation or the guests’ experience.
Good training gives employees the confidence and skills they need. Those supervisors who went through proper training were effective when handling issues customers brought up. A strong focus on clear talk and quick actions meant that guests always went home happy. In contrast, when staff were not very experienced or properly trained, it took guests longer to get attention (Haag, 2013). It sometimes resulted in people becoming frustrated and unhappy.
Training is essential for both the way operations run and the way teams feel about their work. I discovered that staff taking part in training were more passionate and got along well with their fellow employees. They demonstrated confidence in doing what was needed, and they managed busy times more easily. If training was not enough, the staff had difficulty in doing procedures and often felt confused during events or when the shift was extremely busy (Green, 2012). It lowered the team’s cooperation and the quality of service.
Dealing with this issue is closely related to topics in the Personnel Resourcing & Development module at Level 5. The module explores workforce planning, the development of staff and how training contributes to an organisation’s achievements. The hospitality industry stresses that professionals need to keep learning and adapting because what matters at work changes all the time. The way employees are trained at the hotel indicates that further development could bring the hotel closer to these best practices. Updating staff through training ensures that standards and rules are followed and that service improves (Indeed, 2020).
Training also closely involves the use of technology. Businesses use Property Management Systems (PMS) and Customer Relationship Management (CRM) tools as part of their systems to manage reservations and the details of their guests. I observed that a few employees had trouble making these systems work efficiently because they hadn’t been properly trained. Because of this, hotels couldn’t fully benefit from technology such as check-in speed and managing guest information. Helping employees learn specific things about the software would ensure accuracy, speed up tasks and improve guests’ satisfaction.
[bookmark: _Toc199270284][bookmark: _Toc200966463]Section 3: Future Trends in Hotel Administration
Rapid technological change is driving changes in the hotel industry. Hotel management is now more frequently making use of Artificial Intelligence (AI). AI can help things move quickly by managing the booking process, check-ins and what guests want through requests (Kabir et al., 2024). It relieves staff and helps the organisation work smarter. While on my placement, I saw that digital tools are used, but AI has not been adopted widely yet. Because of AI, front office activities will take less time and be handled more automatically.
What people expect from products is changing very fast. Many guests now enjoy being served in their way and at a fast pace. They want to use their phones to complete things like mobile cheque-in and control the room temperature. Technology makes it easy for companies to customise their products and provide convenience to their customers. I realised that people tended to use contactless services the most when things got hectic. To maintain a position in the market, I need to fulfil these expectations.
Improvements in technology for admins are changing the way hotels operate. Departments are working more smoothly together as software becomes more linked. A guest’s unique information, as well as the type of service they need, is connected by PMS and CRM. As a result, responses are answered faster, and fewer errors are made. It was evident during my placement that some staff didn’t handle new technologies comfortably, so they could use some training.
It is pointed out by academic research that AI and technology help increase performance and keep customers content (Xu, Xue and Zhao, 2023). It points out that staff should be taught how to use Smart Hotel Tools. In my experience, employees who are well-trained deal with work better and provide outstanding service. If people are not given the right training, they may not get as much from their technologies. Artificial intelligence supports other functions of a business, including how inventories are managed and how financial statements are created (Soleymanian and Solgi, 2021). Automating these tasks lessens mistakes and saves people time. As a result, staff can concentrate more on people. In time, AI will be embraced by more hotels to help improve how they run their business.

[bookmark: _Toc199270285][bookmark: _Toc200966464]Conclusion
Placing me there helped me adopt new skills in hospitality. I made big progress in my communication skills, leadership abilities and technical areas. I succeeded in learning to deal with guest issues. I learned to stay calm through the situations my supervisors modelled for us. I worked with systems such as Opera at the front desk. The results pointed out places where I could do better. Looking back, it showed me what I would need to work in future positions.



I acknowledge the use of Grammarly (https://www.grammarly.com/) on 15 June 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. 
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