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Introduction
My 10-week placement was held at Rossington Hall, where I worked in the Front Desk department, which offers a wide range of operational activities, including providing an optimal guest experience, guest support, reservations, and managing check-in and check-out processes. The three learning objectives that I hoped to accomplish during the placement were "to improve skills in Property Management Platform (EVIVO) operations", "to improve communication skills", and "to improve problem-solving credibility". 
[bookmark: _heading=h.f7yl3z9yhhnx]Section 1: Role Reflection
Self-reflection is found to be crucial for individuals to understand their current strengths, as well as areas that require focus for future improvement, thereby driving prosperity in their professional and personal lives. Work-based learning is crucial for both employees and students, as it equips them with practical skills while they explore career paths and build a strong professional network (QAA, 2018). In this regard, I will consider Kolb’s Learning Cycle to present my experience gained during the placement at Rossington Hall. Vince (2022) defined Kolb's learning cycle as a strategic, four-stage, cyclical, reflective model to gain deeper insight into one's experience while improving self-awareness. 
Concrete Experience
Aligning the concrete experience stage of the learning cycle, as highlighted by Chiu (2019), I can mention that in my role as a Front Desk Assistant at Rossington Hall, I was responsible for checking guests' arrivals, responding to emails, and providing support for guests' requests. This role enabled me to realise the way first impressions can directly influence the perception of guests toward the overall hotel. This experience also helped me to improve my clarity in communication, confidence, and ability to deal with customers even during peak hours. Initially, I was a bit nervous about justifying the role, but I gradually improved my professionalism.  I also had the opportunity to utilise Evivo for managing guest bookings, handling payments, and updating records. 
Reflective Observation
During my placement, I observed that strong leadership supported employees working at the front desk to run the respective operations smoothly. From the viewpoint of Ahmed et al. (2021), it can be stated that front desk managers hold authoritative roles to ensure that respective tasks are executed accurately while motivating and engaging staff efficiently. Likewise, Bardi (2010) asserted that strategic management of operations within the front desk, specifically for hospitality firms, is crucial to sustaining positive guest experiences. During my placement, I observed that the front office manager ensures quick check-ins during peak hours, followed by daily briefing sessions for employees to keep everyone informed and confident. From this, I have recognised the significance of clarity in leadership approach and team structure. The experience made me realise how I should respond to supervision and taught me how to anticipate the needs of guests, rather than reacting casually. 
Abstract Conceptualisation
I recognised the significance of both technical and soft skills while working at the front desk department. As depicted by Hu, Trivedi, and Teichert (2022) and Casado (2012), the ability of front desk employees to offer guest-centric services is crucial in driving guest satisfaction. For example, one incident that I can mention was dealing with a delay in room preparation due to the early arrival of guests. With the help of efficient communication abilities, I politely informed the guests about the delay. I offered them welcome drinks to minimise the risk of customer frustration while resolving the issues smartly. Likewise, another incident I can mention was identifying and fixing errors in real-time within the billing system during guest check-out, which highlights the need for technical skills in a digitally driven environment. From both situations, I realised that I need to stay calm and make decisions empathetically to improve guests’ trust. 
Active Experimentation
It is often identified that due to a lack of focus on self-development or self-awareness activities, students or individuals fail to accomplish their career or professional goals (Hagg, 2013). In this regard, I plan to gain more practical experience in front desk services while upgrading my proficiency in using PMS software by taking online courses. 
[bookmark: _heading=h.33zpzol97y99]Section 2: Discussion of Key Hotel Administration Issues
During my placement, one of the potential issues I identified was inefficient resource allocation, particularly during peak hours, such as weekends or wedding seasons. Reflecting on the viewpoints of both Anubala (2023) and Sayyora (2024), it is evident that inappropriate allocation of sources can have a negative impact on staff performance and customer satisfaction levels. From my perspective, I can say that I have come to understand the importance of multitasking and time management skills, especially during periods of resource scarcity. 
I can mention that in the module Personnel Resourcing & Development, we have acquired knowledge about the strategic staffing technique, which can support companies, specifically those operating in the hospitality industry, in streamlining their activities. Aligning this concept with my experience, I can say that training staff who can support multiple departments if required, followed by the use of PMS for staffing plans, can offer faster services while addressing guest complaints and enhancing staff morale. This experience helped me explore responsibilities beyond my actual role, which will positively influence my ability to accomplish managerial roles in the future across the hospitality domain. 
[bookmark: _heading=h.z54wlmfgd0vj]Section 3: Future Trends in Hotel Administration
The advancement of technology has created numerous opportunities for companies operating within the hospitality industry to enhance operational efficiency and improve guest experiences. From the viewpoints of Wynn and Jones (2022) and D'Souza, E., and D'Souza (2023), modern technologies, including automation, have been revolutionising the way hotel businesses operate and attend to their guests at the front desk. In terms of practical suggestions, hotels should integrate mobile check-in kiosks to enhance guest satisfaction. This can be achieved by revising the adaptation rate through surveys of guest feedback, followed by analytics of application usage. Additionally, metrics for improvement proposals will focus on offering regular staff training in the use of digital tools. At the same time, performance will be measured through customer satisfaction scores, service speed, and error rates. Throughout my experiences, I have learned that it is essential for employees working at front desk departments to be equipped with technical skills, enabling them to adapt technology according to the requirements while delivering efficient services that accurately cater to the needs of their respective guests. 
[bookmark: _heading=h.jgbpb9iojf4d]Conclusion 
In conclusion, I can say that the 10-week placement has provided me with numerous opportunities to gain practical experience in the front desk department, addressing real-world guest challenges. Additionally, I have learned that leadership, technology usage, and soft skills make a significant contribution to driving a positive guest experience within hospitality organisations. This placement gave me both real-world and practical experience, which I can integrate in the future to thrive in my professional career as a manager.
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