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Introduction
This assessment is built upon my placement at the DoubleTree by Hilton London – Chelsea, a modern four-star hotel located in southwest London. The reflective log focuses on the Front Desk (Reception), a core department that manages guest check-in and check-out, coordinates interdepartmental communication, and handles guest enquiries. The learning objectives included: 1) to gain practical experience using the hotel’s Property Management System (PMS); 2) to develop communication skills in handling enquiries and complaints; and 3) to reflect on the impact of digital systems and leadership on daily operations.

Section 1: Role Reflection
Description 
I worked in the reception department, fulfilling tasks such as welcoming guests, checking them in and out, issuing room keys, handling bookings, and responding to a range of enquiries. I also supported operations such as preparing registration cards, printing daily reports, coordinating with housekeeping, and responding to late check-outs or early arrivals. 
Feelings
At first, I felt nervous using the OnQ system and handling complaints. When a guest was upset about a delayed check-in, I felt tense and unsure, even though it wasn’t my fault. With support from the team, my confidence grew. Solving problems and seeing guest smiles gave me a real emotional boost and sense of pride.
Evaluation
I observed how the front desk team coordinated with other departments to solve issues in real-time. For instance, when a guest complained that her room was not decorated for her birthday as requested, I saw how quickly the team worked with housekeeping and the manager to rectify the issue. They managed to decorate the room, add chocolates, and include a card. It was a small gesture, but it turned a negative experience into a memorable one for the guest. This taught me the value of service recovery and the power of proactive communication.
Analysis
I realised the importance of core front office skills such as communication, problem-solving, and emotional intelligence (Bardi, 2010; Fu, Fraser, and Arcodia, 2024). The reception team worked under pressure, especially during peak check-in times, yet managed to remain calm, professional, and empathetic. The OnQ system helped us work faster by keeping track of guest preferences, room status, and payments. This matches what Johnston et al. (2012) state about how tech supports good service. But relying too much on it can be risky. When the system stopped working for a short time, we had to go back to using paper records, which was slow and stressful. This showed how important it is to have backup plans in case the system fails (Aggarwal and Mittal, 2024).
Conclusion
This part of my placement allowed me to recognise my strengths, i.e., interpersonal communication and attention to detail. I also recognised areas for improvement, especially confidence with technical systems and multitasking under pressure. I also came to appreciate how the front desk supervisors kept the team motivated while still focusing on giving great service to guests.
Action Plan
In future roles, I plan to complete training on advanced PMS functions, improve my time management, and continue developing my guest service approach. I also plan to learn more about Hilton’s service standards by reading training materials and watching how experienced team members work. These will support my career development in hotel operations.
Section 2: Discussion of Key Hotel Administration Issues
The most significant administrative issue was the reliability and dependency on digital software systems, such as OnQ. This platform is central to the front office's operation, managing everything from guest reservations and check-ins to housekeeping coordination and billing. A brief system outage during my placement highlighted the vulnerabilities of over-reliance on technology in hotel administration (Skubis, Mesjasz-Lech and Nowakowska-Grunt, 2024). The disruption affected many tasks at once. Staff could not check room status, update bookings, or see guest preferences. Some guests became frustrated, and I noticed colleagues becoming stressed. One team member admitted she felt panicked without access to the system. This showed me how much pressure tech failures can put on people, and it reminded me how important it is to have clear backup plans and keep calm under pressure.
This problem shows a bigger challenge in hotel administration. As Fallon and Rutherford (2010) explain, front desks rely more and more on connected software, which can cause problems when systems fail. Guests, and especially Hilton Honors members, expect fast and smooth service, so any delay affects their experience.
Johnston, Clark and Shulver (2012) highlight how important reliable systems are, and how front and back-end systems need to work together. My experience also links to what we learned in the Personnel Resourcing and Development module (BMIH5005): staff need to be trained and ready to adapt when tech goes down.
Hilton’s 2024 Annual Report says the company is focusing on more digital options like mobile check-in and messaging through its app, WhatsApp, and SMS (Hilton, 2024). These tools help improve service, but they also mean staff need better tech skills, and the systems must stay reliable.

Section 3: Future Trends in Hotel Administration
The hospitality industry is undergoing significant transformation, particularly in front desk operations, where technology and changing guest expectations are driving new standards (Montargot and Ben Lahouel, 2018; Shin, Perdue and Kang, 2019). During my placement, it became clear that the traditional reception model is evolving to prioritise digital engagement, automation, and personalised service.
A key trend is the increased use of artificial intelligence (AI) and automation tools in front office tasks. Hilton (2024) emphasises its commitment to digital innovation, embedding AI in messaging services through the Hilton Honors app, WhatsApp, and SMS. These allow guests to request services or make enquiries in real time (Hilton, 2024). While I observed this technology in place, it was still underused by some guests, particularly older visitors. However, younger and tech-savvy travellers appreciated the convenience and speed, reflecting what Johnston et al. (2012) describe as the growing demand for self-service technologies in service delivery.
Another emerging trend is the personalisation of guest experiences through data analytics and CRM integration. At reception, we were encouraged to use guest profiles to anticipate needs. For example, to recognise birthdays or preferences, to increase the sense of personalised hospitality. This supports Bardi’s (2010) idea that front desk work is no longer only about tasks. It is also about creating positive experiences, where how guests feel matters as much as how efficiently things are done.
The front office is also changing into a more mixed role, where receptionists help with concierge tasks, guest support, and even simple IT problems. As hotels try to work more efficiently and lower costs, staff who can do different jobs will become more important (Fallon and Rutherford, 2010). This aligns with my own experience, where I was expected not only to assist with check-ins but also to support room allocation, answer restaurant queries, and help with technical issues, such as Wi-Fi access or QR codes.
These changes are also influenced by external factors such as post-pandemic hygiene standards and the growing importance of contactless service. Hilton’s efforts to integrate seamless digital check-in and room selection reflect this shift toward minimal-contact guest journeys (Hilton, 2024).
Looking ahead, I recognise the importance of continuous digital training for front office staff (Miller, Grooms, and King, 2018). The ability to use AI tools, troubleshoot mobile platforms, and respond to digital guest communications will be as essential as traditional service skills (Lukanova and Ilieva, 2019). To remain relevant in this changing environment, I plan to improve my digital fluency and customer data literacy. This aligns with the strategic direction of brands like Hilton that are redefining the front desk experience.

Conclusion
The placement at DoubleTree by Hilton London - Chelsea helped me achieve my learning objectives by developing key front desk skills, including digital system use, communication, and problem-solving. It also reinforced my interest in front office management and highlighted the need to continue improving my digital and operational competencies in line with industry trends.
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