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My professional placement took place at the DoubleTree by Hilton London – Angel King’s Cross, where I worked within the Front Desk department. This area serves as the primary contact point between the hotel and its guests, acting as both the public face of the establishment and a vital administrative hub. As such, front desk operations are pivotal in shaping the guest experience and in maintaining operational efficiency (Jones et al., 2011). Given its strategic location in central London, the hotel caters to a diverse clientele, including international tourists, business travellers, and event attendees, each requiring a personalised level of service.
The Front Desk at this property encompasses a wide array of services. These include guest check-in/check-out, managing reservations, processing payments, offering concierge assistance, responding to guest feedback, and liaising with other departments to meet service expectations. The use of property management systems (PMS) such as Hilton’s ONQ system facilitates real-time updates and ensures seamless communication across departments (Bardi, 2011). This department also plays a critical role in handling unexpected challenges such as overbookings, late arrivals, and special guest requests, often requiring quick thinking and diplomatic communication.
At the outset of my placement, I identified three core learning objectives. Firstly, I aimed to gain practical knowledge of hotel administration and the technological systems that support it, particularly ONQ. Secondly, I hoped to improve my problem-solving and communication skills when dealing with guest queries and complaints, which are vital. Lastly, I set out to better understand how the Front Desk collaborates with other departments to deliver a cohesive guest experience, a key aspect of hotel management. These goals have guided my reflection throughout this learning log.

Reflective Analysis Using Gibbs’ Reflective Cycle (1988)

During my placement at the Front Desk of DoubleTree by Hilton London – Angel King’s Cross, I held a junior front office assistant role, supporting check-in/check-out procedures, handling guest queries, and coordinating interdepartmental communication. My responsibilities required constant engagement with both technology and people, using the ONQ system for reservations and billing, and directly interacting with guests to resolve issues and manage expectations.
Leadership at the Front Desk was primarily situational, with the Front Office Manager delegating responsibilities based on the volume of guests and team capabilities (Hersey et al., 2013). Supervisors demonstrated transformational leadership, encouraging proactive service and empowering staff to make guest-centric decisions, crucial for operational efficiency and morale (Northouse, 2018). One challenge I observed at my placement involved handling a last-minute VIP guest request. That morning a VIP guest arrived unexpectedly two hours before the official check-in time, requesting an early check-in, room upgrade, and a quiet space due to jet lag. The Front Desk was at capacity, and housekeeping had not yet cleared the room. The supervisor calmly delegated tasks, contacting housekeeping for expedited cleaning, checking upgrade eligibility through the Hilton Honours loyalty profile, and arranging complimentary tea in the lobby while the guest waited.

Skills demonstrated:
· Prioritisation and delegation: the supervisor quickly assigned roles based on urgency.
· Customer service and emotional intelligence: staff used empathy and professionalism to manage expectations.
· Technical knowledge: efficient use of ONQ to reassign rooms and check loyalty benefits.
This example taught me how to manage high-stakes service delivery with tact and teamwork under time pressure.

These experiences developed my technical and soft skills, particularly in multitasking, problem-solving, and using PMS software efficiently. However, I recognised gaps in my confidence when handling guest complaints independently.

Action Plan:
· Enrol in a short course on conflict resolution in hospitality (CIPD, 2023).
· Undertake further ONQ system training via Hilton’s e-learning portal.
· Seek shadowing opportunities with supervisors to better understand decision-making in high-pressure scenarios.
These steps will enhance my readiness for supervisory roles and deepen my operational understanding, aligning with long-term career goals in hotel management.

Critical Analysis: Interdepartmental Communication Breakdown

One critical administrative issue I observed during my placement at the Front Desk of DoubleTree by Hilton London – Angel Kings Cross was the breakdown in communication between the front office and housekeeping department. This often resulted in delays in room readiness updates, leading to inefficient check-ins and guest dissatisfaction. For instance, a guest was issued a key to a room that was still being cleaned, causing embarrassment and a formal complaint, an incident that could have been avoided with real-time status updates.
This issue aligns with existing literature, which highlights that poor communication across departments remains a major operational challenge in hospitality, often due to separated workflows and limited use of integrated digital systems (Lolli, 2013). While PMS platforms such as ONQ offer real-time updates, the effectiveness relies on timely input from each department. When housekeeping staff fail to promptly update room statuses, front desk teams are left operating on outdated information (Bharwani & Mathews, 2012).

Professional development (PD) efforts should therefore focus on cross-training staff in basic interdepartmental processes, combined with regular briefings to reinforce coordination protocols. According to Enz (2010), hospitality operations benefit significantly from training that enhances collaborative problem-solving and communication skills across teams, particularly in high-turnover environments like city hotels.
To address such issues, management should prioritise team integration workshops and PMS usage refresher courses as part of routine training, ensuring operational transparency and improved guest experience.

Reflection on Future Trends: Changing Consumer Expectations

One of the most significant emerging trends in the hospitality industry is the increasing expectation for personalised, tech-enabled guest experiences. During my placement at DoubleTree by Hilton London, Angel Kings Cross, I observed a growing number of guests who expected faster, more tailored services, such as mobile check-in, digital room keys, and personalised room preferences. These expectations are reshaping the traditional front desk role and placing pressure on administrative systems and staff adaptability.
Contemporary research supports this shift. According to Buhalis and Sinarta (2019), hyper- personalisation, driven by data analytics and artificial intelligence, is becoming central to competitive hotel service. Guests now expect not just comfort, but experiences tailored to their needs, such as pre-selected room features, personalised welcome messages, or real-time updates via mobile apps.
This evolution affects front desk operations in several ways. Firstly, it demands technical competence from staff, who must efficiently operate integrated systems that capture and respond to guest preferences. Secondly, it increases the need for data privacy awareness, as handling guest information becomes more sensitive. Lastly, it redefines customer service from reactive problem-solving to proactive experience creation.
To adapt, future hospitality professionals will need ongoing digital training and soft skill development to meet rising guest expectations. The ability to use guest data ethically and effectively will become a vital part of front desk administration, combining traditional hospitality values with advanced technology.

Conclusions 
This placement at DoubleTree by Hilton London – Angel Kings Cross provided valuable insight into hotel administration, particularly in front desk operations. I developed practical competence in using ONQ, enhanced my communication and problem-solving skills, and gained a deeper understanding of cross-departmental coordination. Through real-world challenges, I strengthened both technical and interpersonal abilities, aligning well with my initial learning objectives. Although some areas, such as handling guest complaints independently, remain a growth point, the experience laid a strong foundation for my professional development in hospitality.
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