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[bookmark: _Toc210571476]Introduction  
I served in Front Desk Department in my 10 weeks placement at Premier Inn. Front Desk involves the reception of the guests, their registration in and out of the hotel, as well as reservations. It also takes guest enquiries, gives details about the hotel and addresses any concerns presented by a guest during his stay. This department plays a central role in making sure that the experience of the guests is good and easy to pass through once they arrive (GoAudits, 2025).  

My learning objectives during this placement were:
1. To improve my communication and customer service skills by interacting with guests.
2. To gain a better understanding of hotel operations and how the Front Desk contributes to the overall guest experience.
3. To develop my ability to handle guest concerns and problems in a professional manner.


[bookmark: _Toc210571477]Section 1: Role Reflection
I will use Gibbs' Reflective Cycle (1988) for this reflection. 

[bookmark: _Toc210571478]Description
In my time with the Premier Inn, I was employed as a Front Desk Assistant. Checking in and out of guests, answering phone calls, room booking, offering information about the hotel and the local attractions, as well as handling complaints and requests by guests; these were my primary roles. It was also my role to make sure that the reception skilful was well organised and the guests received warm welcomes.
The Duty Manager was the head of the department, who made sure that the team was properly managing guest service and the operations were running smoothly, especially at the times when the department was busy. They assigned responsibilities, gave directives, and jointly decided on room assignments and issues of guests.

[bookmark: _Toc210571479]Feelings
Initially, it was slightly daunting to realise the number of things to complete, particularly around the busiest time of cheque-in. Nevertheless, I started to gain confidence and even competence as I settled down in the job to take up several tasks at a given time. The Duty Manager had a reassuring leadership that enabled me to keep focused particularly under difficult circumstances.

[bookmark: _Toc210571480]Evaluation
The management in the Front Desk department had a strong influence on operational efficiency. The proactive nature of the Duty Manager when delegating responsibilities saw to it that the team operated as a team. The main skills included in communication, leadership, and organisational problem-solving were crucial because it needed management to cheque in as many guests as possible, and addressing the complaints of the guests (CourseBox, 2025). Among the key problems that I had to work with were overbooking and large numbers of guests, which at times led to delays in cheque-ins.

[bookmark: _Toc210571481]Analysis
The job required me to use the PMS (Property Management System) so that I could handle reservations and guest data. But sometimes the system was slow and this led to some inconveniences in processing the guests. The technical problem-solving capacity of the Duty Manager was vital in this case, where the delegation of alternative work and limiting frustration of the guests became essential in such scenarios, in which the guests were served but the technical bit was resolved (Podium, 2025).

[bookmark: _Toc210571482]Conclusion
It was during this experience that I learnt how vital effective communication and remaining calm during stressful situations are. I understood that I had good communication skills but my multitasking skills were low in pressure situations. Gradually, I became more skilful at working on various tasks at the same time.

[bookmark: _Toc210571483]Action Plan
To improve my skills, I will:
1. Enhance my multitasking abilities by practicing time management techniques.
2. Learn more about the PMS system, specifically troubleshooting common issues to become more self-sufficient (IHI, 2025).
3. Seek regular feedback from supervisors to improve my problem-solving skills and ability to handle guest complaints more efficiently (CoffeePals, 2025).


[bookmark: _Toc210571484]Section 2: Discussion of Key Hotel Administration Issues

[bookmark: _Toc210571485]Workplace Culture
An important administrative challenge I noticed at my placement in the Premier Inn was associated with Workplace Culture. The interaction among employees in the Front Desk department also showed a distinct difference and that influenced the efficiency of the department as well as the service offered to the guests. Although the department on the whole worked well, at times, poor communication and the absence of teamwork among the players created tension. This usually happened when there was a rush in cheque-in periods when some of the staff did not feel well supported and therefore, they were stressed and less effective.
The success of operations of hotels depends significantly on the workplace culture. When staff members work in a positive workplace environment with a teamwork-based culture, mutual respect, and an open communication channel, it leads to improved performance and guest satisfaction (Cvent, 2025). Conversely, an overly stressful and dysfunctional workplace culture may cause confusion, stress, and unproductiveness (EHL, 2025). These findings were echoed in my experience at the Premier Inn because I found that once the team opened up and helped each other, the operations became smoother and there was higher satisfaction among the guests.
I realised that leadership was a significant factor in workplace culture in my placement. The leadership approach employed by the Duty Manager was mostly collaborative, though there were a few cases when some members of the staff felt they were disengaged where decision making processes were involved and this led to a lack of cohesion. Absence of team-building efforts also implied that at times the employees felt alone in their job and this influenced their motivation to work effectively as a team (Signature Worldwide, 2025).
This problem is associated with Personnel Resourcing and Development module. It also emphasises the need to promote a positive and cooperative work environment, in which there is open interaction and everyone is included. Increasing team-building exercises and internal communication may alleviate this problem and raise the mood of employees as well as the service to the guests (Lingio, 2024).

[bookmark: _Toc210571486]Section 3: Future Trends in Hotel Administration

[bookmark: _Toc210571487]Increasing use of AI in hotel management
One of the future tendencies that are expected to be adopted in the hotel administration area is the growing adoption of the Artificial Intelligence (AI), especially the Front Desk activities. AI has the capability to automate processes such as checking in of guests, inquiries on services and room allocation and enhances efficiency. I participated during a period at Premier Inn and noticed how in busier cheque-in periods, there were delays involved, but they could have been alleviated with self-cheque-in kiosks and chatbots, which are AI-driven as they could reduce the wait time and place the staff in more complex tasks, enhancing the level of guest satisfaction (Training Hotels, 2025).
The expectations put on consumers are also changing as guests demand personalised and effortless experiences (TraknProtect, 2024). This is compelling hotels to implement technologies such as Customer Relationship Management (CRM), systems, which monitor the preferences of guests and offer them personalised services. Through the placement, I had realised the team was responsive but lacked personalisation due to disconnected systems.
The increasing use of technology will enhance the efficiency of operations and customisation of the guests (BotShot, 2025). Such developments will change the Front Desk roles so that the staff has to be more concentrated in the relationship with guests and routine activities will be automated, which will eventually make the hotel experience more efficient and guest-oriented. 

[bookmark: _Toc210571488]Conclusion
My placement at premier inn helped me understand several crucial lessons about the value of communication, problem solving and teamwork in any hotel, especially at the Front Desk. I have effectively enhanced my customer service, acquired the skill of operating the PMS system and enhanced my potential to effectively manage guest complaints. I believe that I have met my goals and objectives regarding learning, particularly, developing my communication and technical skills, and I also got to learn more about the mechanisms of operations within the Front Desk department.   
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