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Hotel administration is essential for the successful operation of the hotel, the provision of efficient guest service, and the overall satisfaction of the guests. The Front Desk is crucial among the primary administrative departments, as it is the initial point of contact for visitors, managing reservations, check-ins, check-outs, and enquiries. Additionally, it is essential for the coordination of other departments and the resolution of issues to guarantee the deliverance of services in a seamless manner.
Learning Objectives for the Placement
During my placement at the Front Desk, my key learning objectives were to:
· Acquire practical experience in the check-in and check-out processes.
· Enhance professional communication and guest service abilities.
· Acquire the knowledge necessary to operate hotel management software for the purpose of reservations and invoicing.
· Comprehend the most effective methods for managing visitor enquiries and complaints.
· Develop problem-solving and collaboration abilities in a fast-paced setting.
Reflection Model Chosen: Gibbs' Reflective Cycle (1988)
The Reflective Cycle (1988) of Gibbs will be employed to organise my reflection, which comprises six stages:
· Description – What happened?
· Feelings – How did I feel during the experience?
· Evaluation – What was positive and negative?
· Analysis – What can be learned from the experience?
· Conclusion – What could I have done differently?
· Action Plan – How will I apply this learning in the future?
This model offers a methodical approach to the analysis of my experiences, the identification of key lessons, and the planning of future improvements in hotel administration.
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[bookmark: _Toc192240367]2.1 Description: What Happened?
During my employment, I shadowed a Front Desk Supervisor and gained direct knowledge with hotel management. My primary tasks included processing guest check-ins and outs, assisting with booking confirmations, cancellations, and hotel upgrades, and professionally responding to guest complaints and special requests. I saw how supervisors handled high-pressure situations, especially during peak check-in periods when several guests arrived at the same time. To ensure smooth service, these occasions required quick decision-making, clear communication, and the capacity to effectively cooperate with housekeeping and other departments.
While servicing guests, I learnt how to use hotel management software, handle payments, and explain hotel policies. I was especially interested in how supervisors prioritised duties, allocated responsibilities, and addressed problems efficiently, resulting in a smooth experience for both guests and employees.
[bookmark: _Toc192240368]2.2 Feelings: Personal Response to the Experience
Initially, I was intimidated by the fast-paced workplace, especially during peak hours when numerous guests needed assistance at once. The expectation to remain professional, courteous, and efficient while multitasking increased the pressure. However, as I got more experience and received direction from my supervisor, my confidence grew. I felt accomplished after successfully resolving visitor concerns and assisting with check-ins, and I began to love the challenge of problem-solving in real time.
I also felt a sense of obligation to ensure that the guests were satisfied. Every connection was important, and I realised how simple things like a pleasant greeting or prompt assistance could have a big impact on a guest's view of the hotel. By the end of the program, I felt more adaptive, resourceful, and confident in dealing with varied guest encounters.
[bookmark: _Toc192240369]2.3 Evaluation: Positive and Challenging Aspects
The experience had several positive aspects:
· I learnt effective communication and customer service abilities, which are necessary for visitor encounters.
· I learnt how to manage many tasks under duress, which improved my capacity to multitask efficiently.
· I acquired practical experience with hotel management software, which honed my technical skills.
However, I also faced challenges:
· I first struggled with resolving visitor complaints and difficult enquiries because I wasn't sure how to reply effectively.
· Multitasking at peak hours was difficult because I needed to help several guests while still guaranteeing task correctness.
· My unfamiliarity with key hotel policies resulted in delayed answers to guests, reducing efficiency.
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I discovered that multitasking is essential at the Front Desk, but formal training and experience can assist boost efficiency. Additionally, clear communication and proactive visitor interaction diminish unhappiness while improving the overall experience. I also realised the value of teamwork, since tight collaboration with the cleaning and bookings staff enables smoother operations and less service delays.
[bookmark: _Toc192240371]2.5 Conclusion: Improvements and Alternative Approaches
Reflecting on my experience, I realised that I may have been better prepared if I had familiarised myself with hotel policies beforehand. More hands-on training with hotel software before engaging with visitors would have increased my productivity. Furthermore, improving time management tactics could have reduced guest wait times.
[bookmark: _Toc192240372]2.6 Action Plan: Future Improvements
To enhance my skills further, I plan to:
· Request extra training in hotel systems and guest service practices.
· Improve your active listening abilities so you can reply to guests more effectively.
· Create problem-solving ways to address issues proactively.
I aspire to enhance my proficiency in hotel administration and deliver exceptional passenger service in future positions by implementing these enhancements.
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[bookmark: _Toc192240374]3.1 Importance of Work-Based Skills in Hotel Administration
Enhanced guest satisfaction and the seamless operation of hotels necessitate the implementation of effective work-based skills (Enhancing hotel operational efficiency: 10 strategies to implement 2021). During my placement, I honed my ability to communicate effectively with guests and provide exceptional service. Clear and professional communication is essential for the efficient resolution of visitor concerns and the establishment of a welcoming environment.
Another essential skill is the ability to operate hotel management software, which is essential for the accurate processing of payments, the updating of guest records, and the administration of reservations (15 most critical hotel manager skills 2022). The Front Desk personnel is able to work efficiently and reduce data handling errors by having a comprehensive understanding of these systems.
Furthermore, it is imperative to possess the capacity to professionally address visitor complaints. In 2024, guests may encounter problems such as delayed check-ins, billing discrepancies, or room allocation problems (Common guest complaints in hotels & how to manage them). Patience, empathy, and rapid problem-solving are essential for effectively addressing these concerns.
Finally, collaboration with other departments, such as cleaning, food and beverage, and maintenance, is required to ensure smooth service. The Front Desk serves as a liaison between guests and other departments, promoting efficient communication and improving the overall guest experience.
[bookmark: _Toc192240375]3.2 Technical Knowledge Gained During Placement
During my placement, I learnt important technical skills connected to hotel administration. I learnt how to efficiently manage check-in and check-out operations, payments and billing, and hotel reservations and allocation. To avoid mistakes, these jobs required meticulous attention to detail and accuracy.
In addition, I learnt about data security and guest confidentiality, which are critical for preserving sensitive information.
A significant learning experience came when I watched a supervisor dealing with a guest's booking issue. The guest had made a wrong reservation, but the supervisor remained calm, thoroughly described the problem, and suggested an alternative solution, achieving guest satisfaction (Managing guest complaints in a way that wins Cvent 2024). This emphasised the value of professionalism and problem-solving in hotel administration.
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[bookmark: _Toc192240377]4.1 Identifying an Administrative Issue
During my Front Desk placement, I faced delays in guest check-ins owing to system problems and departmental coordination issues (Mastering Front Desk Operations: The Key to Exceptional Hotel Service 2025). During busy hours, customers frequently had to wait longer than expected to acquire their room keys, causing annoyance and discontent. The delays were mostly caused by technical challenges with the hotel administration system, as well as miscommunication between the Front Desk and Housekeeping regarding room availability.
[bookmark: _Toc192240378]4.2 Impact of the Issue
This issue had several negative effects on hotel operations:
· Guest dissatisfaction: Long wait times led to complaints, impacting the hotel’s reputation and leading to negative online reviews (What are the results of lack of coordination and communication between the reservations with the front office on booking guests? 2019).
· Increased stress among Front Desk staff: Staff members had to manage frustrated guests while also handling other administrative tasks, creating a high-pressure work environment (Wang & Wan, 2018).
· Miscommunication with Housekeeping: Rooms that were still being cleaned were sometimes marked as ready in the system, resulting in further delays when guests attempted to check in (Clean and prepare rooms for incoming guests 2019). This lack of coordination disrupted service efficiency.
[bookmark: _Toc192240379]4.3 Solutions and Theoretical Support
To address this issue, several practical solutions could be implemented:
· Real-time communication tools: A digital system that rapidly changes room statuses would help the Front Desk and Housekeeping communicate more effectively.
· Conflict resolution training: Front Desk workers would benefit from more customer service training to better manage passenger dissatisfaction.
· Queue management strategies: Implementing a systematic check-in process, such as pre-arrival check-ins or SMS alerts when rooms are available, could help to reduce wait times.
· Application of Herzberg’s Two-Factor Theory: Improving working conditions and employee motivation would result in higher job satisfaction, greater service performance, and a more positive guest experience.

[bookmark: _Toc192240380]5. Conclusion and Action Plan
[bookmark: _Toc192240381]5.1 Summary of Key Insights Gained
My experience at the Front Desk gave me with significant insights into the abilities and competences required for effective hotel administration. I discovered that guest service, communication, and teamwork are critical for guaranteeing seamless operations and a great guest experience. Real-world issues taught me problem-solving skills and adaptability, all of which are necessary for working in a fast-paced hospitality industry.
Furthermore, I developed a better grasp of how the Front Desk functions as the focal point of guest interactions, influencing overall guest satisfaction. Every task, from check-in and check-out to resolving client concerns, helps to improve the hotel's reputation and service standards (Bashir, 2024). This event underlined the need of working with other departments, such as cleaning and reservations, to provide a consistent service.

[bookmark: _Toc192240382]5.2 Future Career Development Plan
To expand on my previous experiences, I intend to pursue additional training in hotel management software and reservation systems in order to improve administrative efficiency. In addition, I recognise the importance of developing leadership and conflict resolution abilities in order to deal with high-pressure situations more successfully.
Improving customer service strategies is also important (Rane et al., 2023). By honing my active listening and problem-solving skills, I will be better prepared to handle difficult guest interactions and provide high-quality service. Continuous professional development through courses, certifications, and hands-on experience will be critical for honing these skills (Thompson, 2015).
[bookmark: _Toc192240383]5.3 Final Reflection on Hospitality Career Aspirations
This placement has fuelled my interest in hotel administration and guest relations, reaffirming my desire to work in the hospitality business. I intend to pursue additional training in hotel operations management and actively improve the abilities required for a supervisory or managerial position (Van der Westhuizen & Shange, 2018). My goal is to contribute to a hotel's success by providing excellent guest experiences and cultivating a culture of service excellence.





[bookmark: _Toc192240384]References
1. (2019a) Clean and prepare rooms for incoming guests. Available at: https://www.asean.org/wp-content/uploads/images/2013/economic/matm/Toolboxes for Six Tourism Labour Divisions/Specific Competencies/Housekeeping Division/Clean and prepare rooms for incoming guests/TM_Clean_&_prepare_rooms_for_incoming_guests_270812.pdf (Accessed: 06 March 2025).
2. (2019b) What are the results of lack of coordination and communication between the reservations with the front office on booking guests? Available at: https://specialties.bayt.com/en/specialties/q/113276/what-are-the-results-of-lack-of-coordination-and-communication-between-the-reservations-with-the-front-office-on-booking-guests/ (Accessed: 06 March 2025).
3. (2021) Enhancing hotel operational efficiency: 10 strategies to implement. Available at: https://www.ezeeabsolute.com/blog/10-ways-how-to-improve-hotel-operations/ (Accessed: 06 March 2025).
4. 15 most important hotel manager skills (2022) TestGorilla. Available at: https://www.testgorilla.com/blog/hotel-manager-skills/ (Accessed: 06 March 2025).
5. 21, A. et al. (2024) Handling guest complaints in a way that wins Cvent, Cvent Blog. Available at: https://www.cvent.com/en/blog/hospitality/handling-guest-complaints (Accessed: 07 March 2025).
6. Bashir, S.R. (2024) Point-of-interest recommendations: Learning potential check-ins from networks [Preprint]. doi:10.32920/26883766.
7. Dyer, M.H. (2024) Common guest complaints in hotels & how to handle them, Preno HQ - Hotel Management Software. Available at: https://prenohq.com/blog/common-hotel-guest-complaints-how-to-handle-them/ (Accessed: 07 March 2025).
8. GZahartzis (2025) Mastering front desk operations: The key to exceptional hotel service, DeliverBack Blog. Available at: https://deliverback.com/blog/front-desk-operations/ (Accessed: 07 March 2025).
9. Rane, N., Choudhary, S. and Rane, J. (2023) ‘Metaverse for enhancing customer loyalty: Effective strategies to improve customer relationship, service, engagement, satisfaction, and experience’, SSRN Electronic Journal [Preprint]. doi:10.2139/ssrn.4624197.
10. Wang, A. and Wan, W. (2018) ‘An exploration of job rotation of administrative staff members in high education’, 2010 International Conference on Management and Service Science, pp. 1–4. doi:10.1109/icmss.2010.5577213. 
11. Thompson, N. (2015) ‘Continuous Professional Development’, People Skills, pp. 66–73. doi:10.1007/978-1-137-46756-0_9.
12. Van der Westhuizen, T. and Shange, P.L. (2018) ‘Key success factors for developing and implementing a workplace skills plan’, Advances in Logistics, Operations, and Management Science, pp. 147–176. doi:10.4018/978-1-5225-3906-3.ch007. 
