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[bookmark: _heading=h.j8e9ztv4b5z2]Introduction
During my hotel placement, I worked at Holiday Inn Sunderland - City Centre. I spent most of my time in the Front Office. This is the first place where guests come, so it is very important. The staff greet people, check them in and out, and help with questions. I also helped with bookings and payments. I had my first job in a hotel which was a valuable experience for me. I wanted to improve my ways of interacting with guests, use the system in the hotel and cooperate well with my colleagues. I also wished to become stronger and better at work by handling actual assignments. This placement gave me a chance to see how a hotel works from the inside. It allowed me to get an overall knowledge of the hotel environment. I was excited and nervous, but I was ready to learn as much as I could. 


[bookmark: _heading=h.xlsnw2muh53u]Section 1: Role Reflection
In my placement at Holiday Inn Sunderland, I worked in the front office. I welcomed guests, checked them in and out, gave them keys, and answered questions. I also booked tables for breakfast and dinner, helped with car parking, and made sure extra items like pillows were sent to rooms. Sometimes, I worked in the back office to update guest records and reply to guest emails. I used the Opera system to do most of the work.
To reflect on my experience, I used Gibbs’ Reflective Cycle (Gibbs, 2020). One time, a guest said their room was too noisy because of the road works. I stayed calm and listened carefully. I checked availability and found a quieter room. I asked housekeeping to check it, then helped the guest move. The guest was very thankful and smiled. This made me feel proud. It also showed me that listening with patience helps solve problems. Wood (2018) says soft communication skills like tone and patience improve guest happiness.
Another time, a guest needed breakfast very early to catch a train. I spoke to the kitchen staff and explained the request clearly. I wrote it in the logbook and told the morning staff. The guest was happy that we helped. I felt proud again. This showed me that teamwork and sharing tasks make work better. According to Armstrong and Taylor (2020), communication and coordination are key parts of good service.
My strength is staying calm and polite under pressure. However, I need to be faster at doing tasks when the desk is busy. I want to practice more with the system and ask my supervisor for tips. I also plan to do a short course online to improve my front office speed and confidence in busy times.
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Figure: Gibbs’ Reflective Cycle
Source: Self-made

[bookmark: _heading=h.7gk9thldomz]Section 2: Hotel Administration Issue – Training
In my placement at Holiday Inn Sunderland, I noticed that training was not always given the same way to everyone. When I started, I had online training and my supervisor showed me how to use the Opera system and talk to guests. However one of the new staff members did not get the same support. He was not shown how to do check-ins or take card payments. He got nervous and made some mistakes. Once, he booked a room under the wrong name, and the guest got upset. The supervisor fixed the issue, but it slowed everything down.
This showed me that training is very important. If staff don’t know what to do, it affects service. Armstrong and Taylor (2020) say that good training makes staff more confident and helps guests get better service. In our Level 5 module Personnel Resourcing & Development, we learned that proper induction helps new staff feel ready. I saw this myself. I felt more confident because I had support from the start. The new staff who didn’t get support found it harder.
I also noticed that the hotel has a cleaning checklist, but not a front office training checklist. I think every new staff member should follow the same steps. This would make the team stronger. Johnston et al. (2017) say training must continue, not just at the start. Opera also gets updates, so staff need refreshers to stay up to date.
A clear plan for training would help avoid mistakes and make staff feel supported. When staff feel ready, they work better and smile more with guests. I think good training helps the whole team, and it helps guests have a better experience too.

[bookmark: _heading=h.xc0qwq33sx7h]Section 3: Future Trends in Hotel Administration
During my placement at Holiday Inn Sunderland, I saw that technology is changing how hotels work. At the front desk, the hotel started using QR codes for express check-in. Some guests used their phones to fill in details before arrival. This helped to make check-in faster. But some older guests did not understand it and still came to the desk. I had to explain it or do the check-in myself.
This showed me that even with new tools, we still need people at the front desk. Wood (2018) says that guests still expect a warm welcome and friendly service, even when technology is used. I agree because many guests still smiled and thanked me for helping them face-to-face.
The Opera system also had small updates during my placement. If staff didn’t learn these updates, they got confused. Buhalis and Leung (2018) say hotels need to train staff quickly when new tech is added. This helps avoid mistakes and keeps the service fast. It also shows the need for ongoing training, not just once.
I believe that in the future, front office staff must learn more digital skills. We may use mobile apps, online payments, and maybe even talk to AI chatbots. But we also need to stay polite and helpful. Armstrong and Taylor (2020) explain that human communication is still crucial in hospitality.
I want to keep up with these changes. I plan to learn more about hotel technology and take a course if possible. I also want to improve my guest communication. I think both tech and people are important. Using both in the right way will help hotels give better service. My placement helped me see how fast the industry is changing and how I can grow with it.



[bookmark: _heading=h.uu80fvfwag98]Conclusion
During my hotel placement at Holiday Inn Sunderland, I learnt a lot about how the front office works. I started with three main goals: to improve my customer service, understand front desk systems, and build better communication with team members. I feel I have made good progress in all of these. I now know how to check guests in and out, book rooms and breakfast, and use the computer systems. I also learnt how to stay calm with guests and always speak politely and helpfully. Working with supervisors showed me how they lead the team and keep everything running smoothly. I faced some small problems at first, but over time I became more confident. I believe I now have a stronger understanding of hotel operations. This experience has helped me grow, and I will take these lessons with me into my future career in hospitality.
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