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[bookmark: _Toc200401311]Introduction
During my Level 6 hotel placement, I worked at Voco Grand Central, Glasgow, a historic establishment known for its sophisticated architecture and exceptional service standards (IHG, 2025). I was assigned to the front desk, specifically in the concierge position, where I assisted clients with luggage management, navigation, and local information. Despite my limited experience, this opportunity enabled me to watch and engage in essential administrative and customer service activities. I worked two eight-hour shifts weekly for one month under a transformational leadership duty manager who provided support and advice.
I established three learning objectives for myself before starting my placement:
1. To improve my customer experience skills by interacting with a variety of guests.
2. To enhance my language and communication abilities in a professional environment.
3. To strengthen my task management by handling multiple responsibilities during busy shifts.

[bookmark: _Toc200401312]Role Reflection (Gibbs, 1988)
[bookmark: _Toc200401313]Description
As Concierge, my responsibilities included greeting guests, managing their luggage, refilling the water station, recording deliveries in the system, and offering recommendations for local restaurants and attractions. Although I wore a trainee badge, customers frequently asked complex questions to me from the very first day. I quickly recognised that my lack of local knowledge, particularly as a non-resident of Glasgow, could impact my performance.
[bookmark: _Toc200401314]Feelings
Initially, I felt anxious and underprepared. I worried about disappointing guests or giving incorrect information. However, I also felt motivated I saw each question as an opportunity to grow and prove my reliability. Over time, my confidence grew as I developed quick solutions using digital tools and team support.
[bookmark: _Toc200401315]Evaluation
Despite my lack of local expertise, I effectively used Google Maps and customer review platforms such as TripAdvisor to identify attractions and recommend restaurants (TripAdvisor, 2023). When required, I asked advice of colleagues, who consistently provided support. My ability to communicate allowed me to engage with guests, even in the absence of immediate answers. I learned the value of admitting what I didn’t know, then swiftly finding accurate information. However, I recognised that relying too heavily on technology in front of the guest could appear unprofessional if not done discreetly.
[bookmark: _Toc200401316]Analysis
The placement highlighted the importance of several job-specific skills:
· Leadership: My manager used encouragement and role modelling, consistent with transformational leadership theory, to motivate the team to exceed expectations ( Korejan and Shahbazi, 2016) .
· Communication: Effective communication allowed me to compensate for knowledge gaps.
· Problem-solving: Using available tools and leveraging team expertise allowed me to deliver timely and useful assistance.
· Software: Logging parcels in the Opera system was routine, but the system’s outdated nature created challenges.
Here are some examples that I encountered:
1. A guest needed gluten-free food nearby. I didn’t know of any restaurants personally, but within minutes I found several highly rated places using online tools and confirmed availability by calling them.
2. A delivery arrived for a long-stay guest who hadn’t checked in. I followed the SOP by logging the item, labelling it, and storing it securely.
These experiences revealed my confidence and attitude, which helped me handle pressure. However, my weakness was clearly limited local knowledge, which I plan to improve by proactively researching areas I work in.

[bookmark: _Toc200401317]Conclusion
From this experience, I concluded that being proactive, even in unfamiliar situations, is essential in delivering quality service. I realised that having the right attitude and the willingness to learn can compensate for gaps in local knowledge or technical expertise. I also recognised the value of teamwork, especially in high-pressure roles such as front desk operations. This experience has reinforced my belief that continuous learning and adaptability are crucial traits for success in the hospitality sector (Mit.edu, 2023).
[bookmark: _Toc200401318]Action Plan
To continue developing I will:
1. Research the local area.
2. Improve my multilingual communication by practicing hospitality-related vocabulary in different languages.
3. I will build task checklists to support time management, especially during busy check-in/out periods.

[bookmark: _Toc200401319]Discussion of Key Hotel Administration Issue 
A major administrative concern I identified at Voco Grand Central was the outdated Opera Property Management System (PMS). The system frequently failed, occasionally resulting in blue screen issues or freezes during guest data submission. This resulted in delays at check-in and check-out, risking guest satisfaction. The use of such inefficient technology not only affects operational flow but also contributes to wasted energy and excess downtime, both of which impact the property’s corporate social responsibility (CSR) commitments. CSR in hospitality includes energy efficiency and responsible technology use as part of sustainable hospitality management (Zhang et al.,2022). Using slow, outdated systems increases electricity consumption and reduces service quality, conflicting with the sustainable goals of modern hotel brands.
From a theoretical perspective, level 5 Sustainable Hospitality & Tourism Management emphasizes how modern administrative infrastructure should align with environmental and operational goals. Upgrading to more efficient software and computers would not only reduce carbon footprint but also enhance productivity and guest satisfaction. 

[bookmark: _Toc200401320]Future Trends in Hotel Administration
Voco Grand Central currently does not utilise artificial intelligence in its front desk operations, however, the trend towards AI is already influencing the industry. According to Shiji (2024), AI in hospitality can automate repetitive tasks, improve check-in speed, and personalise guest services. If Voco deploy AI-assisted check-in kiosks or virtual concierge services, it might substantially reduce the stress on front desk employees, particularly during busy periods. This trend may enhance guest freedom and speed service, which are crucial elements of guest happiness and operational efficiency (Al-Hyari et al., 2023).
From my perspective, this could also change the future of the concierge role. As AI takes over standard information requests, staff will have more time to focus bigger guest task, offering personalised experiences rather than answering routine questions. My experience using digital tools like Google Maps and TripAdvisor mirrors this trend showing how technology enhances but does not replace the human aspect of service.
To remain competitive in this changing industry, hotels must invest in AI and software systems that align with both guest needs and staff efficiency. For staff like me, adaptability and tech literacy will be key in evolving roles.
[bookmark: _Toc200401321]Conclusion
My time at Voco Grand Central was an excellent educational experience that facilitated my personal and professional development. I worked to enhance my customer service, communication, and task management skills, and I am confident that I have made significant improvements in each area. Working as a concierge gave me a chance to face real-life challenges and develop problem-solving skills. I learned how to stay calm, be resourceful, and rely on my strengths like confidence and a positive attitude. I also saw how important good software systems are in running a hotel smoothly, and how future trends like AI could shape the way we work.
Most importantly, this experience showed me that learning never stops. Every guest interaction, every problem, and every new trend is an opportunity to grow. I feel more confident about my future in hospitality and look forward to building on what I’ve learned.
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