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[bookmark: _Toc200918743]Introduction 
This reflective log focuses on my Level 6 placement within the Front Desk department at Rossington Hall Hotel (Rossington Hall, 2025) in Doncaster. The department is central to guest service operations and serves as the main point of coordination between customers and internal departments. Its offerings include guest check-ins and check-outs, reservation management, billing, and guest service queries. 
[bookmark: _Toc200918744]Objectives 
My three key learning objectives for this placement were: 
· to develop a deeper understanding of front office administrative operations.
· to enhance my communication and interpersonal skills in a customer-facing role. 
· to observe and understand practical leadership and supervisory skills in a hospitality setting.
[bookmark: _Toc200918745]Section 1: Role Reflection	
[bookmark: _Toc200918746]Experience
During my placement as a Front Desk Assistant at Rossington Hall Hotel, which operated similarly to an Airbnb but with full hotel bookings, I was responsible for managing guest check-ins and check-outs and coordinating closely with the housekeeping team. 
One situation I encountered involved a guest who had forgotten their room key card. I remained calm and professional, quickly arranging for a replacement key and liaising with security to ensure the guest’s safety and privacy were maintained throughout the process. 
Another time, a guest requested a late check-out on very short notice. Me and my collegue communicated efficiently with housekeeping and management to try to accommodate this request while ensuring it did not disrupt the cleaning schedule or incoming guests’ arrivals.
[bookmark: _Toc200918747]Reflection
These experiences gave me valuable insights into the importance of adaptable leadership and effective communication within the front office. During the key card incident, I learned how staying calm under pressure and demonstrating empathy can help resolve guest concerns smoothly. 
The late check-out request highlighted the need for clear coordination between departments to balance guest satisfaction with operational efficiency. Since the hotel’s setup was more personalized, like an Airbnb, guests expected a high level of individual attention, which made strong interpersonal skills critical. I felt confident in my ability to communicate with guests and remain emotionally resilient. 
However, I also noticed I struggled with multitasking during large groups bookings, which sometimes impacted the smoothness of service I was able to provide.
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To address these areas, I plan to improve my multitasking and time management skills through targeted training (Miller, 2023) and practice. I also aim to seek shadowing opportunities with supervisors to observe how they handle leadership and decision-making in real time. 
Additionally, I intended to study hospitality case studies to develop better problem-solving skills and build confidence in making quick, effective decisions in a customer-facing role. These steps would help me become a more competent and confident front office professional in the future.
[bookmark: _Toc200918749]Section 2: Discussion of Key Hotel Administration Issues
During my placement at Rossington Hall Hotel, I observed a significant administrative issue related to training—specifically, inconsistent training on the hotel’s Property Management System (PMS) (Alaa & Pratt, 2022) and customer service protocols. Due to the hotel’s unique operational style (similar to an Airbnb but functioning as a full hotel), staff members often had to adapt quickly to varied guest expectations and technical processes. However, the training provided was mostly informal and on-the-job, which led to occasional errors and slower service during peak times.
Training is widely acknowledged as a critical factor in delivering quality service in the hospitality industry. According to Dieperazz (2024), effective employee training improves service consistency, guest satisfaction, and operational efficiency. Furthermore, Dennison (2023) highlights the importance of continuous learning in hospitality to keep pace with evolving technology and changing consumer needs. My experience at Rossington Hall Hotel reflected these findings; the lack of structured training on the PMS resulted in occasional technical errors and employee uncertainty, which could negatively impact guest experience.
In line with Personnel Resourcing and Development module, structured and ongoing training is essential to equip staff with the necessary skills and confidence (Arulsamy, et al., 2023), it stresses the importance of aligning training with organizational goals and employee development plans, which I found was only partially implemented at the hotel. For example, although staff learned on the job, there was limited formal assessment or follow-up to ensure proficiency, leading to inconsistent service quality.
During my placement, I personally encountered challenges when using the PMS due to limited prior training. This affected my ability to handle guest requests efficiently during busy periods. Additionally, I noticed some colleagues struggled with adapting to the hotel’s hybrid operational style, which required both hotel-standard procedures and a more personalized, Airbnb-like approach. This gap in training underscored the need for a more formal and continuous training program to address both technical and interpersonal skills.
Improving training practices would likely enhance operational efficiency and guest satisfaction at Rossington Hall Hotel (Wilson, 2025). Incorporating structured training sessions, regular assessments, and refresher courses aligned with personnel development theories would better prepare staff to meet both the technical demands and evolving consumer expectations in hospitality (Van Assen, 2019).
[bookmark: _Toc200918750]Section 3: Future Trends in Hotel Administration
The hospitality industry is rapidly evolving, with key trends impacting front office operations including AI, changing consumer expectations, and technological advancements (Carl, 2024).
AI technologies such as chatbots and automated check-ins are streamlining routine tasks, improving efficiency and reducing errors (Zahidi et al., 2024). During my placement at Rossington Hall Hotel, many guest interactions were handled manually, which sometimes slowed service during busy times. Implementing AI could automate simple tasks, allowing staff to focus on more personalized guest care. However, it is important to balance technology with the human touch, especially in hotels offering personalized experiences (Frothingham, 2025).
Consumer expectations are shifting towards faster, seamless, and more personalized services (Vonage, 2023). Guests at Rossington Hall valued the personalized, Airbnb-like experience but also expected efficient service, highlighting the need to blend technology with personal interaction.
Technological advancements in property management systems improve real-time data sharing and operational responsiveness (Sheharyar, 2023). My experience with the hotel’s PMS revealed its benefits, but also showed that ongoing staff training is vital to fully leverage such tools.
Overall, future front desk roles will require strong interpersonal skills combined with technological competence. My placement experience reinforced the importance of balancing efficiency with genuine guest interaction in a technology-enhanced environment.
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My placement at Rossington Hall Hotel provided valuable insights into the daily operations of a front desk department, especially within a unique hotel setting that combines elements of both Airbnb and traditional hotel services. I gained a deeper understanding of front office administrative tasks and the importance of effective communication and interpersonal skills when interacting with guests (Teskera et al., 2022). Observing leadership styles in practice helped me appreciate the balance between directive and supportive management approaches.
I believe I successfully achieved my learning objectives. I developed a clearer grasp of front office operations, enhanced my communication skills in a customer-facing role, and observed practical leadership firsthand. At the same time, I identified areas for improvement, such as multitasking under pressure, which I plan to address through further training and experience. Overall, this placement has strengthened my confidence and prepared me for future roles in hospitality management.
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