
STUDENT LEARNING LOG: HOTEL ADMINISTRATION – FRONT DESK AT IBIS STYLES CREWE
Component 1



I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI-generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence. 



Introduction

This reflective learning log is based on my 10-week placement at the Ibis Styles Crewe, a mid-range, design-focused hotel that offers 112 guest rooms and caters to both leisure and business travellers. During my placement, I worked in the Front Desk (administration) department, which serves as the hub of guest interaction and operational coordination. The front desk is responsible for check-ins and check-outs, handling guest inquiries, booking reservations, utilizing the Property Management System (PMS), and coordinating with other departments to ensure seamless operations. My focus was on developing professional competence in a supervisory role by achieving the following three learning objectives:
1. Enhance my leadership and communication skills in a frontline hospitality setting.
2. Develop operational knowledge of hotel administrative systems and guest service protocols.
3. Apply academic theories to real-world challenges in hotel administration and reflect critically on my performance.

Section 1: Role Reflection
To reflect effectively, I have used Gibbs' Reflective Cycle (1988), which follows six stages: description, feelings, evaluation, analysis, conclusion, and action plan. This model allows for structured self-assessment, helping identify areas of growth and development.
Role and Responsibilities
My role was that of a Front Desk Assistant under the supervision of the duty manager. Key responsibilities included welcoming guests, managing check-ins and check-outs using Opera PMS, handling phone calls, resolving guest queries, processing payments, and providing local information. I shadowed the duty manager in managing team coordination, reporting occupancy updates, and problem-solving during peak hours.
Leadership in this department was exercised through situational leadership, where the duty manager adapted their approach depending on team capabilities and guest demands (Hersey and Blanchard, 1988). I observed how emotional intelligence and active listening helped in diffusing tension, particularly during busy check-out times.
Operational Efficiency and Skills
Supervisory leadership significantly influenced the department’s operational efficiency. Effective communication, for instance, ensured smooth handovers between shifts and timely coordination with housekeeping and maintenance. I also developed skills in managing guest expectations and multitasking during high-pressure periods.
One critical area of learning was in technical knowledge, especially the use of Opera PMS, which is widely used across the industry. Initially, I found it overwhelming due to the multiple modules, but I gradually became confident in functions like modifying bookings, checking room status, and posting charges.
Real Examples and Skills Application
One situation involved a guest who had left a watch in their room. While the lobby was crowded with check-outs, the duty manager personally went upstairs to retrieve it, delaying check-out processes. Although this showed dedication to guest service, it also highlighted the need for better task delegation and prioritisation.
Another instance involved a guest who asked about a hotel shop. Since none existed, the manager gave directions to the nearest Co-Op shop. While this was helpful, the situation revealed an opportunity to provide a printed FAQ sheet or directions at reception.
Finally, a guest requested help booking a large taxi for six people with luggage, but the manager told him to use the hotel phone and make the booking himself. This could have been handled better with a proactive attitude or a list of recommended local taxi providers. These situations made me reflect on how customer-centricity and initiative are vital in hotel front desk roles.
Personal Strengths and Weaknesses
My strengths include strong interpersonal skills, adaptability, and willingness to learn. I quickly built rapport with both guests and colleagues and remained calm under pressure. However, I recognised weaknesses in assertiveness and time management, particularly when handling multiple requests at once.
Action Plan for Professional Development
· Short-term: Improve proficiency in Opera PMS through online modules (e.g. Oracle Hospitality training).
· Medium-term: Take an online course in emotional intelligence to strengthen communication.
· Long-term: Develop leadership competence by pursuing a supervisory role in a larger property.

Section 2: Key Hotel Administration Issue – Training Deficiencies
During my placement, I identified training as a significant administrative issue. While the team was friendly and supportive, I noticed inconsistent service standards and a lack of structured onboarding. New staff were expected to "learn on the job", which sometimes led to guest dissatisfaction and inefficiencies.
This observation aligns with Lucas (2004), who argues that structured training in hospitality is essential not only for skills development but also for maintaining consistent service quality. In the case of Ibis Styles Crewe, the reliance on informal training led to confusion about protocols such as handling overbookings or dealing with non-standard guest requests.
Relating this to Personnel Resourcing and Development, I learned the importance of strategic talent management (Armstrong and Taylor, 2020). This module emphasized that continuous development and clear role expectations improve employee retention and service quality. However, in practice, the hotel had limited opportunities for structured progression or feedback mechanisms.
For example, a colleague struggled with the PMS for weeks without formal guidance, leading to frequent errors. Kotler et al. (2017) also highlight that proper training reduces job-related stress and increases team productivity. Based on my experience, implementing a structured induction plan, shadowing, and scheduled feedback would help resolve this issue.
In addition, performance appraisal was absent in the placement setting, though it is vital for professional development and service quality (Baum, 2006). Incorporating periodic evaluations could significantly enhance accountability and skill building.

Section 3: Future Trends in Hotel Administration
Looking ahead, technology and changing guest expectations are poised to reshape hotel front desk operations. The rise of Artificial Intelligence (AI) and self-service kiosks is automating tasks like check-ins and room allocations. While this boosts efficiency, it also demands stronger interpersonal skills for handling complex guest interactions.
According to Ivanov and Webster (2019), AI-driven hotel systems can enhance guest experiences through personalisation, but may also reduce human roles, particularly in entry-level positions. At Ibis Styles Crewe, there were discussions around adopting a mobile check-in system, which would reduce front desk workload but also require redefined job roles and retraining.
From my own experience, while automation can assist with routine tasks, human judgment and empathy remain crucial, especially in handling guest complaints or special requests. Moreover, consumer expectations are evolving — guests increasingly seek personalised, efficient, and tech-enabled services. For instance, a guest asked for digital maps and mobile payment, which were unavailable at the time, revealing a gap in digital readiness.
As Kandampully et al. (2018) note, hotels must balance technological investments with a continued focus on service excellence. This reflects the principle of “high tech, high touch”, which suggests that digital innovation must not replace but enhance human interaction.
In light of this, the front desk staff of the future will need to be cross trained in technology, emotional intelligence, and cultural sensitivity (Baum, 2015). My placement experience highlighted the need to stay agile and continuously upskill to meet such evolving industry demands.


Conclusion
My placement at Ibis Styles Crewe offered valuable insight into the practical realities of hotel administration, especially in a front desk role. I developed my communication and leadership abilities, gained hands-on experience with Opera PMS, and learned how theoretical concepts such as emotional intelligence, talent management, and service quality are applied (or overlooked) in practice.
I achieved my first two learning objectives successfully – enhancing communication and gaining operational knowledge. The third objective, applying theory to practice, was partially achieved, as I recognised the gaps in training and proposed actionable solutions. However, more structured reflection with feedback would have improved this further.
Overall, this placement strengthened my commitment to a career in hotel operations and highlighted the need for continuous professional development to stay ahead in a rapidly evolving hospitality industry.
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