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	My internship was completed at the Ibis Northampton Hotel, part of the international Accor chain, located in the heart of Northampton at a short distance from the city's main roadway and business district. I had the opportunity to observe and participate in the activities of several administration departments, but the most relevant experience was in theFront Desk. This department plays an essential role in the hotel operations, being the first point of contact between clients and the hotel. It is responsible for check-ins, check-outs, managing reservations, offering information and handling guest requests. The Front Desk is basically “the heart” of the operation, the interactions with client reflecting on the hospitality level provided by the entire unit  (Vallen & Vallen, 2014)
 	I aimed to develop my administration and interpersonal skills in a dynamic hotel environment during my internship. I set for myself three clear learning objectives that I hoped to achieve: (1) to understand the way software systems work in managing the Front Desk, especially the ones implemented to organize the check-ins and check-outs; (2) to improve my communication skill in order to interact more efficiently with guests of different nationalities and personalities; and (3) to learn how the how the supervising role is performed in reception, especially in complaint or high-stress situations. These objectives kept me on track with critical thinking regarding my own personal improvement and translation of theory into practice (ASET, 2017; Hagg, 2013).
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	In order to properly reflect on the experience gained during my internship at the Ibis Northampton Hotel, at the front desk I chose to aaply Gibb’s ( 1988)model of reflection. Graham Gibbs created a reflective model which was developed from KOLB, which allows a structured analysis of an experience thru six stages: description, feelings, evaluation, assessment, analysis, conclusions and action plan. This framework allowed me to look past simply reporting activities and understand their impact on my professional developmentt. 
	Over the course of my internship i worked as front office assistant, responsible for greeting and registering guests, processing payments, managing reservations and offering tourists the desired informations. Even though I didn’t have a title of formal supervisory I closely observed the supervisor’s activity, from organizing the team to prioritizing tasks and managing complaints. Leadership in. this department is done by leading from personal example, efficient delegation and open communication, essential characteristics in a dynamic hotel environment (Fallon & Rutherford, 2010).
	Regarding the operational efficiency, i observed that close supervision contributes directly to reducing error, maintaining time-efficient work flow and creating an environment based on trust between the employees. One of the most important abilities  in this context was interdepartmental comunication, especially in situations of overbooking or late check-ins. Also, utilizing the hotel management information system (PMS), in our case Opera, was vital for verifying the room’s availabilities, updating client’s profiles and processing payments (Johnston, Clark & Shulver, 2012).
	A relevant example of a similar situation took place during a very busy night, when a larg group of tourists arrived without booking beforehand. Thanks to the collaboration between me, my supervisor and the housekeeping department we succeeded in allocating the available rooms and calming down the clients. I learned that in such a context, calm and clear communication are key (Casado, 2012). Another example is when an unsatisfied customer asked for a full refund. In the absence of the manager, my supervisor showed my hoe to apply the hotel’s policy in an emphatic and professional way, maintaining the unity’s reputation (Pan, 2015).
	After those experiences I identifies some of my strong points: the capacity to work under pressure, adaptability and openness to learing. Nevertheless, I also noticed a weakness: i was hesitant in making a decision in tense situations, from the fear of making mistakes. To improve this side of me, my professional development plan includes: participating in a course of decision-making in critical situations, practising scenarios with practical simulations and asking for constant feedback from mentors or supervisors. This reflection showed me how important balance between technical  knowledge and interpersonal abilities is. It contributes to building a well-organized work environment and helps training the future professionals in the industry (Wood, 2013).
[bookmark: _Toc200059008]Section 2- Discussion of Key Hotel Administration Issues

	One of the administrative problems observed during my internship at the Ibis Northampton Hotel was related to the software systems used at the front desk department. Even though the hotel has an internationally known hotel management system, Opera PMS, i have observed that a lot of the new of temporary employees showed difficulty in efficiently utilizing it. The lack of consequent training or clear technological onboarding procedures lead, in some cases, to handling check-ins or check-out with a delay, errors in billing or misunderstandings regarding multiple reservations (Wirya, Widiantara and Susila, 2023).
	The literature confirms that a powerful software system is not enough if it’s users are not properly trained. The PMS, CRM systems or internal communication platforms need to be accompanied by a clearly defined training processes, especially in a field with a high turnover rate-such as the hospitality industry. In the case of Ibis hotel, even though the system is stable and functional I have observed that not all the employees are acquainted with all the functionalities, which can generate frustration and lack of productivity during peak hours (QAA, 2018).
	This problem is directly related to the Personnel Resourcing& Development module, where we learned the importance of continuous employee development and the impact training has on organisational performance. According to Wood (2013), the lack of training in utilizing technological instruents can have direct consequences on the client’s satisfaction and the brand’s image. At Ibis Northampton Hotel, We saw that unclear digital processes occasionally caused visitors to become dissatisfied because they had to wait too long or repeat information that had already been conveyed.
	To rectify this problem, I reccomennd implementing an in-house mini-program of digital training, maybe in video tutorials format or shadowing sessions between collegues, completed with a regular check of staff digital skills. Also, there is a need for a more active implication of the supervisors in monitoring the newer staff’s performance regarding using the hotel’s software (Karis, Wildman and Mané, 2016).
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	A more noticeable trend in the hospitality industry, including the front desk where i was an intern at Ibis Northampton Hotel, is suing artificial intelligence (AI) in front office operations. In increasingly more hotels actions such as automat check-in, chatbots for reservations and simple requests, vocal and facial recognition begin to replace traditional human interactions (Schwarz, 2024). Even though Ibis wasn’t using such advanced technologies during my time spent at the Northampton location, the experience i gained made me think about the impact AI can make on the role of the receptionist. 
	The literature states that AI can significantly increase the operational efficiency and the customer experience, especially in managing repetitive requests or personalised services. However, Bardi (2010) emphasizes that the front desk remains an essential point of human interaction and a space where empathy, spontaneity and adaptability cannot be replicated completely by a machine. During my internship, i observed how important human connection is in solving conflicts, calming nervous guests and creating a welcoming atmosphere. 
	Another emerging trend is rising customer expecations for response time and service personalization. Customers are expecting instant check-in, real-time personalization, and around-the-clock service - demands which can be enabled through integration with AI, but which at the same time challenge human staff to become more multi-skilled and technologically literate (ASET, 2017).
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	My internship experience at Ibis Northampton Hotel offered me an in-depth perspective on the challenges and responsibilities within the reception, as well as a clear representation of how theory obtained from theoretic courses can be applied in practice. I managed to achieve most of the objectives I set for myself, gaining essential interpersonal and technical skills. Reflections on leadership, utilizing software systems and the role of supervising highlighted the importance of continuous professional growth and the balance between technology and human contact. Moreover, analysing the future trends, such as artificial intelligence, confirmed the need for adaptability and permanent learning to remain relevant in an ever-changing field. I now have confidence and a clear career path thanks to this experience, which has been a significant turning point in my career.
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