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Introduction
During my placement at Ibis Styles Barnsley, I was placed in the Front Office Department. This department has a small but flexible team responsible for reception work, guest interaction, and software operation. The front office is the first part of the hotel that guests encounter, so the team plays a crucial role in creating a positive impression. 
My three learning goals for this placement were to understand how Opera PMS is applied in real-world situations, to observe leadership and communication styles within the team, and to reflect on how academic theory relates to actual customer service practice.
Section 1: Role Reflection
This reflection is based on Gibbs’ Reflective Cycle, which guided me through reviewing and understanding my experiences at the front office.
Throughout the placement, I worked different shifts with the front office team. My main task was to observe and sometimes assist with check-in and check-out procedures. 
I focused on learning how the team used the Opera PMS system to manage bookings, update guest information, process payments, and monitor room statuses. I only had permission to view the system, but this was enough to understand how quickly and accurately staff needed to work, especially during peak times.
I also observed how receptionists handled different guest situations. These ranged from simple questions, such as breakfast times, to more complicated problems like complaints or missing bookings. I paid attention to how the staff communicated with guests from different countries, who had various personalities and expectations. This highlighted the importance of emotional intelligence and problem-solving skills in the hospitality industry.
One of the most valuable aspects of the placement was observing how leadership functions in the front office. At Ibis Styles Barnsley, the Front Office Managers were supervisors and coaches. They assigned tasks, intervened when problems arose, and provided support to staff by offering guidance. When a guest complained about loud street noise, the receptionist responded calmly and informed the manager. The manager helped by relocating the guest and offering a discount on a future stay. This quick and respectful handling of the situation showed good leadership and teamwork.
This type of leadership matches the “soft HRM” approach we studied in Week 2 of the Strategic Human Resource Management module. It focuses on developing staff and giving them some autonomy, rather than just issuing orders. According to the Guest Model, hotels can increase flexibility and service quality when their staff are adequately supported. I found this kind of leadership helpful for learning and building confidence.
Reception wrok required multitasking, good communication, and knowledge of technology. Opera PMS was the primary tool used for checking room availability, updating guest details, and coordinating with housekeeping. Its colour-coded interface made it easy to see which rooms were ready or needed cleaning. This real-time information enabled the front desk team to avoid delays and provide faster service.
Yulius and Evelyn (2025) stated that structured training in PMS software improves speed and reduces errors. My experience supported this view. Staff who had completed training in Opera were more confident and efficient, especially when handling last-minute requests or billing issues.
One example that stood out to me was when a Spanish guest arrived late and realised they had no UK phone charger. The receptionist kindly offered a spare charger, and the guest was very thankful. This small action made a big difference to the guest’s experience and reminded me that small gestures can leave a strong impression.
In another case, several guests returned with room key cards that were not working. The receptionist handled the situation with calm and professionalism, reprogramming each key and giving clear instructions. She remained friendly even though the front desk was busy, which showed good technical skills and emotional control.
From these experiences, I have identified several personal strengths, including empathy, practical listening skills, and a strong willingness to learn. However, I also realised that I need to build more confidence when speaking with guests, especially in English. This aligns with Jawabreh et al.'s (2022) assertion that communication training is necessary for boosting guest satisfaction.
Action Plan
To improve my skills, I plan to:
· Complete a customer service course through Accor Academy, with a focus on handling complaints and using professional English
· Ask for more shadowing opportunities during busy shifts so I can learn how experienced staff manage pressure
· Practise guest role-play scenarios in both English and Spanish to improve my confidence and fluency

Section 2: Discussion of Key Hotel Administration Issue 
A key issue I noticed during my placement was the frustration of customers who had to pay for their reservation twice because there were malfunctions and delays between the operating system and one of the partener reservation companies.
This led to disappointment among guests and confusion at the same time.
Nguyen (2018) stated that cross-training improves flexibility in hotel operations. However, without a clear structure and support, it may confuse staff or lead to uneven service. Baum and Odgers (2001) also pointed out that modern front office staff need not just to multitask but also to develop many skills, supported by structured training and clear procedures.
At Ibis, training modules were available through Accor Academy. However, these did not cover all the new responsibilities staff were expected to handle. For example, lobby bar duties had become part of the receptionist’s job.
In Week 4 of the Personnel Resourcing and Development module, we learned about the difference between training and development. Training focuses on short-term tasks, whereas development examines long-term career progress. At Ibis, the focus seemed to be mainly on training for specific tools, such as Opera PMS and POS.
We also studied the “best practice” versus “best fit” approaches in Week 2. Accor’s training tools follow a “best practice” model across the company. However, each hotel has its own needs. A “best fit” approach would mean designing local training programmes that match daily challenges, such as handling local guest complaints or managing bar service.
According to QAA (2018), reflection after training helps improve learning outcomes. Using feedback forms or setting up mentoring sessions would help make sure that staff not only complete training but also apply it correctly. ASET (2024) also stated that training should be linked to service goals and career growth, which was not always clear during my placement.
In conclusion, although Ibis showed commitment to staff training, the system could be improved by offering more structured cross-training, regular feedback, and clearer support for multi-skilled roles.

Section 3: Future Trends in Hotel Administration
Looking to the future, hotel front office operations are likely to evolve with the introduction of new technologies, artificial intelligence, and shifting guest expectations (Das, 2023). At Ibis, there were no self-service kiosks yet, but I believe these tools could reduce waiting times and give receptionists more time to help guests with more complex needs.
Belias and Trihas (2022) explained that, following the COVID-19 pandemic, digital transformation became fundamental; however, staff must also be trained to utilise these tools while maintaining human contact with guests. Mobile apps that allow guests to check in or order food would meet the expectations of modern travellers, as Kant and Koti (2023) suggested. However, without the proper training, these systems can create stress for staff and reduce service quality, as noted by Shin et al. (2019).
This is connected to what we learned in Week 5 about how technology affects human resource planning. Tools like the Balanced Scorecard can help hotels measure the impact of new technology on productivity, service delivery, and guest satisfaction.
Conclusion
During my placement, I achieved my learning goals. I observed how the Opera PMS system operates in a real-world environment, witnessed the impact of effective leadership and teamwork in creating a positive work culture, and connected classroom theories with practical experience. I learned that intense training, emotional awareness, and technological knowledge are key for delivering excellent service. The academic models I studied helped me reflect deeply on how employee support and strategic planning play a long-term role in the success of hospitality organisations.
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