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1. [bookmark: _Toc295648769]lintroduction
My ongoing placement location in the Holiday inn Sunderland, is a contemporary hotel within IHG chain, serving business and leisure travellers. This reflection will be based on the Front Office Department which acts as a point of contact with the guests and reservations as well as the coordination of the office. The placement job will be a front desk work to assist in the checking of the guest in and out and quality of services offered in relation to the hotel standards. The reflective learning log is based on the Reflective Model by Gibbs (1988, cited in McLeod, 2025) which allows appraising the professional experiences critically, discussing the key administrative problems and examining the new tendencies in the hotel administration. The reflection has as its intention relating theory to practise, thereby raising the degree of awareness concerning management performance and professional development in the hospitality industry.
2. [bookmark: _Toc211936346][bookmark: _Toc1578263415]Section 1: Role Reflection
2.1 [bookmark: _Toc211936347][bookmark: _Toc972209588]Gibbs Reflective Cycle
[bookmark: _Toc199762301]Description
The key activities that I performed during my placement in the Front Office Department of Holiday Inn Sunderland were; checking in and out the guests, reservations through the Property Management System (PMS), responding to customer inquiries, and liaising with other functional departments, such as the reception, housekeeping and maintenance departments (Hospitality Institute, 2024). The contact centre and working department of the hotel is a promoter of easy provision of services and customer satisfaction (Ali et al., 2021). The supervisory functions and other roles, which involved performing observations such as the management of shifts, performance monitoring were also a part of my role and they provided me with an idea of how leadership and teamwork contribute to day to day efficiency (Kara et al., 2013).
[bookmark: _Toc199762302]Feelings
Firstly, I did not know how to cope with numerous contacts with the guests simultaneously and be correct under stress. I gained confidence in the use of the PMS system and communication with guests over time. I was also proud of my skill to be calm in times of rush and to solve problems professionally.
[bookmark: _Toc199762303]Evaluation
This has enhanced my knowledge of service delivery standards and customer relationship management. My primary strengths were the ability to be flexible, professional, and communicative. Nevertheless, booking at the last moment and dealing with complaints proved challenging to me, which is why I realised that more problem-solving skills and control over emotions were required.
[image: Gibbs Reflective Cycle]
Figure 1: Gibbs’ Reflective Cycle by Gibbs
Source: (1988, cited in McLeod, 2025)
[bookmark: _Toc199762304]Analysis
The experience is indicative of the concepts of the experiential theory of learning as proposed by Kolb, in which concrete experience and reflective observation are to guide learning (1984, cited in Liasidou et al., 2023). Emotional intelligence was critical in the way my guests were handled and the proceedings of my professionalism. Teamwork was another reflection of the team role theory of Belbin (1981, cited in Felce, 2019), and it focused on my ability to coordinate and support others to meet service standards. The experience also emphasised the application of theoretical models of the past modules, like Hospitality Operations Management and Customer Experience, into reality (Atfield, Hunt and Luchinskaya, 2021).
[bookmark: _Toc199762305]Conclusion 
In general, the Front Office internship at the Holiday Inn Sunderland contributed greatly to my knowledge of operations and competence in customer service. It enhanced my effectiveness, collaboration, and flexibility within a stressful work setting. It was also an experience to feel confident doing administrative and front office duties, which will lead to future career development in hospitality management.
[bookmark: _Toc199762306]Action Plan 
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	Attend in-house customer service workshops and observe supervisors handling guest complaints.
	Guidance from the Front Office Manager and training modules
	Within 4 weeks
	Enhanced ability to manage guest issues professionally

	[image: ]
	Use daily task lists and prioritisation tools during shifts
	Mentoring from senior staff
	Ongoing throughout placement
	Increased efficiency and reduced operational stress
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	Take responsibility for small team tasks during shifts
	Continuous feedback from supervisors
	By the end of placement
	Improved confidence and supervisory readiness





3. [bookmark: _Toc211936348][bookmark: _Toc738592589]Section 2: Discussion of a major Hotel Administration Challenge
A notable operational challenge has been  observed throughout my placement involved the Front Office Department in terms of handling the satisfaction and feedback of guests. The key to preserving brand reputation and operational excellence in the IHG hotels is guest satisfaction (Kines, 2023). I was involved in the process of gathering and taking of the feedback on the guests through online reviews and digital surveys. However, I noted that response time to negative reviews was slow, and this would lead to poor publicity to the hotel unless acted on in time.
I have realised practically that service performance includes the organisation’s consistency in delivering promised services, the speed and attentiveness of responses, the ability to instil confidence in guests, the staff’s understanding and care for individual needs, and the quality of visible facilities and equipment. (Nunkoo et al., 2020). I have also understood that responsiveness and empathy from hotel side can positively affect on the feeling of the guests. Moreover, the Two-Factor Theory of Herzberg (1959, cited in Al-Badarneh and Malkawi, 2025) states that employees are more motivated by recognition and immediate action that will make them work better, thus increasing the rate of guest satisfaction. This experience taught me that prompt and understanding communication has the potential to convert dissatisfied customers into loyal ones. The feedback handling efficiency could be enhanced through organised feedback sessions, online response training, and frequent staff assessment (Lacalle, 2023). This is closely associated with the Customer Experience Management module, which has focused on the combination of communication, motivation, and technology to generate positive experiences of guests (Stobierski, 2025).
4. [bookmark: _Toc211936349][bookmark: _Toc331376232]Section 3: Future Trends in Hotel Administration
During my placement, I noticed that there are some new trends that are influencing the future of hotel administration. Automation and artificial intelligence, especially with regard to guest check-ins and data management, are the most important ones. I applied the PMS and realised the ease of use of digital systems and the error minimisation (Anwar, Deliana and Suyamto, 2024). The further work of the front office will become even more dependent on self-service kiosks, AI chatbots, and virtual concierge, providing personnel with an opportunity to work with personalised interactions.
The next significant trend that I observed is the increase in focus on sustainability and digitalisation. The transition into paperless cheque-ins and e-receipts is correlated with the environmental objectives and efficiency of operations. The need for contactless services also increased after the pandemic to guarantee the safety and convenience of the guests (Mohanty and Munir, 2023).) Efficiency is enhanced by technological advancement, which has to be balanced with the human touch to keep the guests satisfied (Osadare et al. 2024). A new generation of hotel leaders, among them myself, will have to resort to the ability to integrate digital literacy with emotional intelligence to serve the changing expectations of guests (Anwar, Deliana and Suyamto, 2024). Thus, I strive to keep abreast with trends in the technological world and continue to engage in professional growth in the area of hospitality innovation.
5. [bookmark: _Toc211936350][bookmark: _Toc1834106501]Conclusion
In conclusion, my experience at Holiday Inn Sunderland has equipped me with a solid background in the field of hotel administration by undertaking hands-on tasks. I have gained essential professional skills in dealing with guests, teamwork, and problem-solving and have determined how to improve my performance areas such as decision-making and conflict management. The experience justified the importance of empathy, responsiveness, and adaptability in the operations of a hospitality. My future growth goals will include my ability to develop leadership skills through taking supervisory positions and learning more about digital tools that can help to make front office work more effective (Placement International, 2024). I intend to grow to an assured and proficient management in the hospitality industry by perpetually utilising contemplation and theory on practise. The main development goals are to enhance the conflict resolution abilities and gain the supervisory experience in relation to a higher level managerial position in the hotel management.
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