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[bookmark: _Toc199977877]Introduction
I spent my 10-week placement at Hotel Indigo Bath working in the Front Desk Department which is essential for managing the hotel. At the Front Desk, they use Opera PMS and connect with CRM systems to make note of guests’ profiles and preferences (Law et al., 2015). It enables guests to have smooth service and passes important information in real time to the housekeeping and finance departments. This matches with Bardi’s (2010) main requirements for operations which prioritize keeping the front office at the center to manage things well and make guests glad. According to Vallen and Valen. (2014), the hotel industry itself was born carrying this culture of hospitality. Therefore, hospitality industry is both exciting and challenging to work in, and to study (Wood, 2013).  At the beginning of my placement, I aimed to learn how to use front desk systems, boost communication with guests and understand how to lead and manage staff in guest service delivery. They follow the principles set out by the QAA (2018) for work-based learning, placing significance on having clear objectives. Their value is confirmed by ASET’s (2017) placement guidelines which call for connecting theory to practice.
I established three learning goals at the beginning of my placement that are to gain competence in using front office systems to improve the way I interact with guests and to learn how to lead and supervise guest service staff. Following QAA (2018), this shows the significance of a well-structured learning plan focused on set goals. These approaches go along with ASET’s (2017) advice for successful placements by helping students use what they learn in practice.
[bookmark: _Toc199977878]Section 1: Role Reflection 
[bookmark: _Toc199977879]Driscoll’s Model of Reflection (2007)
I plan to use Driscoll’s Model of Reflection (2007) to analyze the content that is What? So What? Now What?  to consider my work and learning during this placement.
[bookmark: _Toc199977880]What?
When I worked as a Front Desk Assistant, I checked people in and out, updated reservations, answered questions and dealt with coordination within the hotel, including housekeeping and maintenance. I helped the supervisor respond to complaints and go through the invoice process. It was noticeable that the Front Desk Manager established the group’s responsibilities, evaluated their performance and maintained regular service even when under stress. 

[bookmark: _Toc199977881]So What?
The effectiveness of the operations largely depended on who was in charge. Managers gave staff clear tasks during meetings, explained the required goals and monitored the tasks from the Opera PMS system. From what is seen, transformational leadership was seen to positively motivate the team (Bastari et al., 2020). Having good communication with all concerned was important and demanded both emotional intelligence and flexibility from leader (Drigas et al., 2021). I had to deal with a double-booking problem that came up during one of the busiest weekends at the hotel. The manager had the problem solved by transferring one guest to a different hotel and offering something extra as a sign of goodwill (Dat Van Tran et al., 2024). This experience led me to learn how to solve problems. This also means being educated and having the ability to get along with people (Hagg, 2013). Another time, I had to locate a missing reservation with the Opera system which helped address a guest’s problem. With a good grasp of the PMS and effective communication, I stopped the situation from getting worse. They demonstrated the link between different administrative methods and effective use of soft skills in delivering services. I excelled at being attentive, quickly learn the PMS and was adaptable when the restaurant got very busy. Hesitation was identified as an area of weakness during encounters in war. I am planning to deal with this problem with assertiveness training and simulation-based role-play 
[bookmark: _Toc199977882]Now What?
I look to achieve these things as I develop:
· Take part in a short course dedicated to handling conflicts in hospitality.
· You can study PMS Opera by yourself using the software’s demo feature or tutorials.
· Try to find employment that lets you supervise others.
As professional growth in hotel administration shows, being digital and leading people skillfully is really important.
[bookmark: _Toc199977883]Section 2: Discussion of Key Hotel Administration Issues
[bookmark: _Toc199977884]Identified Issue: Software Systems Integration and Usage
A big issue encountered in my observation at Hotel Indigo Bath concerned optimally integrating and using the Opera PMS and CRM systems. Some shortcomings in staff members’ training and variations in how the tools were used occasionally resulted in errors and slow exchange of information between departments like housekeeping and finance. As a result, things became less effective, causing many guests to be unhappy when the hotel was crowded. Therefore, the best tactics for management of employees to adopt a no tolerance policy (Fallon and Rutherford, 2010).
[bookmark: _Toc199977885]Literature Review and Critical Analysis
Various studies show that using software well involves thorough training and continuous support for its users. Inadequate knowledge of front-office systems often brings operational problems and leaves the staff facing higher pressures. From what I experienced, there were people on the team who were unclear about or unwilling to use, the advanced aspects of the PMS which made tasks and resource working less efficient.
[bookmark: _Toc199977886]Relevance to Personnel Resourcing & Development
From the standpoint of the Personnel Resourcing and Development module, this indicates the value of regular training and professional development for staff to become skilled with modern technology. Tackling these issues would boost the hotel’s operations, make staff more confident and make guests more satisfied.
[bookmark: _Toc199977887]Section 3: Future Trends in Hotel Administration
[bookmark: _Toc199977888]Artificial Intelligence in Hotel Management
Artificial Intelligence is having a bigger impact on the future of hotel administration at the Front Desk. With AI, a hotel can do more routine tasks automatically which frees employees to attend to guests in a more personal way. I noticed at Hotel Indigo that Opera PMS was helpful, though I observed a chance to make the system more automated after staff training.
[bookmark: _Toc199977889]Evolving Consumer Expectations
The desire for contactless, quick and personal offerings has increased among consumers because of the COVID-19 pandemic. People check in with their phones and count on speedy replies, making it important for Front Desk staff to up their game as a hotel while maintaining warmth.
[bookmark: _Toc199977890]Technological Advancements and Staff Development
The use of cloud-based systems for PMS and CRM allows for better data handling and better results in marketing and resources allocation. But it is necessary to continually train employees so that these systems are used properly. I observed that having technology by itself is not enough; development opportunities are necessary as well. 
The changes suggest that the Front Desk will need both technologically skilled and interpersonal people. During my placement, I understood that it’s necessary to always improve skills to stay up to date with new digital technologies and customer expectations.
[bookmark: _Toc199977891]Conclusion
Hotel Indigo Bath’s use of systems like Opera PMS and CRM confirmed the significance of front desk in creating great guest experiences without error. After working with Driscoll’s model, I realized that strong leadership, good communication and technical skills are necessary. Troubles including making software work together and handling double-booked events made it clear that staff needed more training and could benefit from being adaptable. The future includes AI and growing consumer expectations, making hotel administration depend on people who try to balance new technologies with close contact. The IT industry requires employees to keep learning and developing to achieve future success.






References
ASET (2017) Good Practice Guide for Workbased and Placement Learning in Higher Education. Sheffield: ASET.
Bardi, J. (2010) Hotel Front Office Management. London: Wiley.
Bastari, A., Eliyana, A. and Wijayanti, T.W. (2020). Effects of transformational leadership styles on job performance with job motivation as mediation: A study in a state-owned enterprise. Management Science Letters, 10(12), pp.2883–2888.
 Dat Van Tran, Dung Minh Nguyen and Nguyen, T. (2024). Fostering green customer citizenship behavioral intentions through green hotel practices: the roles of pride, moral elevation, and hotel star ratings. Journal of Sustainable Tourism, pp.1–21. doi:https://doi.org/10.1080/09669582.2024.2316296.
Drigas, A., Papoutsi, C. and Skianis, C. (2021). Metacognitive and Metaemotional Training Strategies through the Nine-layer Pyramid Model of Emotional Intelligence. International Journal of Recent Contributions from Engineering, Science & IT (iJES), [online] 9(4), pp.58–76. doi:https://doi.org/10.3991/ijes.v9i4.26189.
Fallon, M. & Rutherford, D. (2010) Hotel Management and Operations.. London: Wiley.
Hagg, E. (2013) Internship Guide: Work Placements Step by Step. 5th Ed. The Hague: Eleven International Publishing.
QAA (2018) UK Quality Code, Advice and Guidance: Work-based Learning: QAA.
Vallen, G.K. and Valen, Jerome J. (2014) Check-In Check-Out: Managing Hotel Operations 9th Ed. Harlow: Pearson Education Limited.
Wood, R.C. (2013) Key Concepts in Hospitality Management. London: SAGE Publications Ltd
image1.jpg
Iconfirm that I have not used any Al tools in the research and creation of this assignment. I confirm
that I have not presented any Al-generated materials as my work. I confirm I have copies of my

drafts, notes, and other resources I used, which I may be asked to provide in evidence.




