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As part of my 10-week Level 6 placement with Mercure Thame Lambert Hotel, I was assigned to the Front Office Operations department, which is the initial reception for guests and is responsible for dealing with managing the bookings, check-ins/check-outs, room allocation, billing, guest services, and complaint resolution. The front office is responsible for generating first impressions and satisfaction by providing responsive and professional service.
The key services offered by the department were 24/7 reception, concierge, room assignment via Opera PMS (Property Management System), coordination of housekeeping and maintenance, and timely handling of guest calls and complaints. My work was coordinated by the Front Office Manager, who held daily briefings to assign tasks and enable a smooth process.
In preparation for the placement, I had set three learning objectives:
1. To improve communication skills during handling high-stress guest complaints.
2. To learn how to use Opera PMS for reservations, check-in, and billing.
3. To implement theoretical concepts of leadership and service quality in a practical hotel context.
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Description: The job at Mercure Thame Lambert Hotel entailed greeting visitors, running bookings and payments on Opera PMS, taking responsibility for VIP arrivals, responding to questions, and liaising with other departments such as housekeeping and concierge. I further got the opportunity to witness the Front Office Manager during shift handovers and assist in resolving complaints from guests under supervision (Butcher, Davies and Highton, 2019).
Feelings: Initially, I was anxious, especially in peak hours when the reception desk was crowded and the guests were stressed. However, as I became more comfortable with the PMS and operational systems, my confidence increased. I liked the dynamic atmosphere of front office operation, particularly interacting with guests from various backgrounds and seeing how leadership was exercised in day-to-day operations.
Evaluation: One good experience was handling check-in for a massive wedding group and arranging multiple last-minute room adjustments. I resolved the problem efficiently and was complimented. Another difficult aspect was when an error in booking led to double booking. Although the guest was upset, I did as required and escalated the issue, and the Duty Manager resolved it by providing a room upgrade and complimentary service. This taught me about documentation, timely communication, and staying calm in turmoil (Williams, Spiro and Woolliams, 2020).
Leadership was always demonstrated by opening briefings, shift control, and team motivation. The Front Office Manager's transformational leadership style motivated the team to go beyond job descriptions and provide differentiated service.
Analysis: Good communication and leadership were important in ensuring smooth front desk operations. The Front Office Manager was great at coordinating employees' schedules and dealing with operational issues. I developed a newfound respect for active listening and assertive communication, particularly when there were disagreements between departments on room readiness.
Using Opera PMS helped me understand the technical side of managing, monitoring guest profiles, monitoring room status, creating billing summaries, and supporting CRM information. One of my strengths, maintaining calmness under pressure, helped in those periods of heightened activity. Multitasking during shift handovers was my weakness, and it usually resulted in delays in responding to guest requests (O’fallon and Rutherford, 2010). After getting feedback, I established a checklist of tasks to be able to manage tasks and follow up better.
Conclusion: The experience highlighted that front office jobs need an equal blend of skills—technical, interpersonal, and organisational. With apt training and support systems, most issues can be addressed quite effectively. The experience also allowed the opportunity to implement principles learned under the Hospitality Operations Management module, such as total quality management (TQM) and service recovery.
Action Plan:
• Short-term goal: Improve multitasking from simulated front desk scenarios in university workshops.
• Short-term goal: Obtain Opera PMS certification to enhance technical competence.
• Long-term goal: Enrol in leadership development courses for hospitality managers.
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One significant administrative issue I observed at Mercure Thame Lambert Hotel was a lack of training for new front office staff, particularly in Opera PMS and customer service procedures. A new member of staff arrived during my fifth week and, without proper induction, faced ongoing issues, including late arrivals, wrong bills, and continuous dependency on senior staff. This resulted in disruptions to workflow and caused undue pressure on the remaining staff (Haag, 2013).
This issue relates to learning from the Personnel Resourcing & Development module, where training is highlighted as a critical factor in maintaining operational competence. Without an official induction process at the hotel, the new employee did not have cycles of experiential learning, as proposed by Kolb's Experiential Learning Theory (1984). Without proper support and feedback, they could not move beyond core levels of learning.
Academic journals emphasise the importance of continuous professional development (CPD) for dynamic service organisations. Formal training programs increase staff performance, morale, and customer satisfaction measurably (Casado, 2012). My experience proved this to be true: not only was the less-trained co-worker less efficient, but the added workload on trained staff affected overall efficiency and morale.
To do better than this, the hotel could look at instituting a formal induction programme with PMS training, role-playing for guest interactions, and shadowing by senior team members. Back-up e-learning modules would also facilitate consistent learning and reduce reliance on on-the-spot assistance (Gardiner and Reefke, 2020).
This experience reinforced observation of how theory from academics is utilised in practice, particularly regarding the strategic significance of employee development as part of wider human resource planning and service quality management.



[bookmark: _Toc199429129]Section 3: Future Trends in Hotel Management – AI in the Front Office
One of the most noticeable trends for front office activities in the future is the implementation of Artificial Intelligence (AI). This includes AI chatbots for making reservations, automated check-in desks, facial recognition, and smart room assignment. Although these types of technology abound in luxury city hotels, the whole hospitality industry is gradually embracing them (Ismail, 2012).
In Mercure Thame Lambert Hotel, I observed initial signs of digitalisation in terms of contactless check-in facilities and internet confirmations. While these technologies support enhanced efficiency of operations and reduced paperwork, I observed that certain customers—largely the elderly—desired personal direct interaction, showcasing a gap in digital readiness (Bardi, 2010).
AI can significantly benefit hotel operations by automating tedious work, and therefore allow employees to focus on personalised service. However, my experience indicates that AI cannot replace human empathy and flexibility, particularly in emotionally sensitive service recovery situations.
A hybrid model, in which AI improves productivity, but human interaction must continue for guest satisfaction. This resonates closely with my observation placements although technology sped up processes, guest experience still rested upon personal contact and emotional intelligence (ASET, 2017).
To be prepared for such changes, I will acquire digital capability in hospitality technology management, along with further enhancing interpersonal capabilities that no technology can replace. This dual approach will render me flexible and competitive in the dynamic business.
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My 10-week internship at Mercure Thame Lambert Hotel provided me with tremendous exposure to front office functions and the vibrant nature of hospitality administration. Through experiential training, I improved my communication skills, learned how to use Opera PMS, and saw the importance of leadership and teamwork in delivering first-class guest service. Identifying training needs highlighted the vital role of formal onboarding and professional continuing education in maintaining efficiency and employee happiness (Wood, 2013). Apart from this, interaction with new technologies like contactless check-in further increased the role of AI in hotel management, while also putting focus on the invaluable quality of human touch. Such positioning not only allowed me to apply theoretical concepts in real life but also made my priorities clearer for professional growth. I am more ready now to pursue a career in hotel management with a maximised focus on technical, people, and leadership capabilities.
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