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I completed a 4-week placement in the Front Office department of the Hilton Garden Inn Doncaster Racecourse Hotel, where I had the opportunity to observe in detail the dynamics of administrative activities and direct relationship with customers. 
The Front Office is the first point of contact for guests with the hotel, which means that the efficiency of this department directly influences overall customer satisfaction (Yousuf & Sharma, 2022). 
Its administrative role includes the check-in/check-out process, booking management, relationship with internal departments and the use of software systems (Opera PMS). 
At the beginning of the placement, I set myself three clear objectives: 
1. To improve my communication and interaction skills with guests.
 2. To learn to use administrative systems (PMS) at an operational level. 
3. To understand how leadership is exercised in a real front office environment. 
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 I was integrated into the reception team, with specific tasks such as preparing daily reports, registering guests, updating reservations and providing support to the shift manager. 
At a later stage, I assisted in the implementation process of a new PMS operating system, at which point major difficulties arose (Voronova et al., 2020). At first, I felt a combination of excitement and insecurity.
 Due to the fact that it was a new department and considered the most important by me as the main one, it caused me insecurity and fear of not adapting, fear of making mistakes in a very active environment. 
At the same time, I was also excited by the desire to learn new things, to discover my capabilities plus the possibility of being part of a team at a prestigious Hilton brand Hotel.
 During the transition to the new system, I felt pressure and frustration, as the lack of adequate training created chaos, both among employees and among customers, who experienced delays in their needs (Figg, 2003).
 What went well was that the team was open to explaining the basic steps as I went along and providing me with ongoing support, including feedback. However, implementing the new system without a clear training period led to confusion. 
Coordination between employees was poor, customers had to wait longer for check-in/out, and some reservations were mishandled. This situation highlighted the importance of clear leadership, effective communication, and continuous training in the hospitality industry (Chartrungruang, 2008). 
The lack of training in the new software affected the team’s ability to work effectively. Furthermore, the absence of strategic communication amplified dysfunctions. This incident taught me that for success of a technological change is not depend only on the system, but also on how prepared the people who use it are.
 Example 1: At one point, guests at a sporting event arrived simultaneously, and the system started to work slowly. Employees started to feel tense and stressed because of the situation. The average check-in time increased from 3-4 minutes to about 15 minutes. In this situation, a mistake was also made, that of incorrectly accommodating one of the customers, which generated a complaint and frustration from the customer (Jawabreh, 2022). 
Example 2: On another day, I felt prepared due to the accumulation of information during the time spent at the reception and took over the morning administrative tasks myself. I managed to manage an overbooking situation thanks to the ability to communicate effectively with the reservations department.
 This helped me gain confidence and eliminate my fear from the beginning of my internship in this department. I discovered that my strengths were calm communication with customers and quick adaptation, which helped me achieve one of my goals set at the beginning of my internship. However, I noticed that I needed to improve my ability to work under technological pressure and deepen my understanding of PMS systems. 
Action plan: 
- Attend a full Opera PMS course;
 - Develop leadership skills through shadowing and feedback.
 - Practice interdepartmental communication in simulated scenarios. 
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A critical problem observed within the hotel was the lack of a well-structured training plan before the launch of the new PMS system (Krželj-Čolović & Cerović, 2013). 
This deficiency had direct effects on the performance of the Front Office department. When the launch of the new system was announced, employees began to panic, stress, and feel insecure, precisely because of the lack of support from the manager and the lack of proper training.
 Some of them were able to adapt brilliantly on the fly, but the others were in a state of constant tension, which was also noticeable during the intermission customer service. Insufficient training leads to operational stress, low productivity and administrative errors (Hertzfeld, 2015). 
In my case, these effects were visible: frequent delays, duplication of tasks, dissatisfied customers and loss of trust in internal procedures. 
This situation correlates with the theory learned in the 5th year module Personnel Resourcing and Development (BMIH5005), where we analysed how the lack of continuous employee development reduces retention and engagement (Varga, 2021).
 The reactive leadership style adopted during the transition period contributed to instability. The front desk manager only provided verbal explanations, without training sessions or written guidelines. 
The lack of predictability and support affects job satisfaction (Yu, 2024). Thus, the problem was not only the lack of training, but the lack of a proactive organisational culture that would anticipate the risks of implementing a new technology. 
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 Accelerated digitalisation and the integration of AI in the front office are dominant trends. International hotels, including Hilton, are implementing automated check-in and mobile applications (Nam, 2021).
 The use of AI is implemented with the aim of supporting and collaborating with staff, which leads to easing the requirements of employees by offering them the opportunity to save time and focus on important tasks (Bouchareb, 2023). 
At the same time, AI can reduce repetitive tasks, but it requires continuous training. My experience has shown that the lack of digital adaptability leads to blockages. If there is no anticipatory training system, technological changes will not improve performance, but will create stress and disorganisation.
 Any implementation to be successful requires thorough training and continuous support for employees, by providing them with these, adaptability will be much faster, and the risks of problems will be reduced. In addition, consumer expectations have changed: customers want fast check-in, personalisation, and transparency. Waiting time has a great influence on customers and directly affects the perception of cleanliness and professionalism (Sayin, 2019). 
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This experience gave me a deep understanding of the complexity of hotel management. Of the three objectives set, I consider two to have been achieved: I managed to develop my communication skills, and I learned to use basic PMS systems.
 However, in terms of understanding effective leadership, I still have a lot to learn. Reflecting with the help of the Gibbs model (Galli & New, 2022), I realised that flexibility, adaptation to technological stress, and the importance of clear leadership are essential for my professional future in the hotel industry. These reflections align with the importance of self-reflective development in higher education (Trimasse, 2024).
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