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Introduction
My placement was at Hampstead by Hilton Luton Airport. I was working in the front desk department of the hotel administration. The front desk department is the first point of contact for guests (Stringam, and Gerdes, 2021). It takes care of arrivals, departures, room assignments, guest questions, and issues. The team also aids in managing reservations and communication with the department of maintenance and housekeeping (Cobanoglu et al. 2021).

I chose to focus on the front desk since I can meet the guests personally and coordinate with the internal departments. I have learned customer service and admin functions from this.

My three learning objectives were:

1. To improve my communication and customer service skills.
2. To learn how administrative systems like PMS are used in real-life operations.
3. To understand how leadership works at the departmental level in hotels.
[bookmark: _h5nnte5qms35]Role Reflection
Description
During my placement, I worked as a front desk assistant. I welcomed guests, gave replies to their queries, took complaints and reservations, and did data entry in PMS. I performed various daily meetings and operations under the front office manager (Mingotto, Montaguti, and Tamma, 2021).

Feelings
At first, I felt nervous about handling real guests. I’m worried about making the wrong bookings and giving inaccurate information.  As I worked more and dealt with guests calmly over the shift, I gained confidence.

Evaluation
The experience was valuable. I learned the importance of being clear and polite. It’s critical to show that you can handle multiple tasks without panic.  Leadership in the department was proactive and supportive (Wang, and Yang, 2021). The manager kept on checking on us and resolved problems.

My role helped improve operational flow. If the PMS system gets updated on time for rooms, this helps housekeeping clean and prepare the rooms faster. The front desk and other departments are in constant communication. I had this Opera PMS to track guest preferences, check-ins, and complaints.

On one occasion, there was a busy check-in period when the software was down for a few seconds. I had to stay calm and manually record guest data. This event taught me about backup plans and training.

Analysis
Two real examples helped shape my learning:

1. A guest arrived late at night with no reservation visible. I remained cool and calmly searched for alternate dates on the Opera PMS and found one. The guest appreciated my patience. Technical knowledge and communication are interlinked.
2. Another guest was unhappy due to room noise. I listened to the problem, sympathised with them, and called the maintenance and the D.M. A room move was arranged quickly. This showed how problem-solving and teamwork are essential.

I am courteous, tolerant, and able to absorb knowledge. My weakness is that I take time to decide things when dealing with technology (Centola, 2021).

Conclusion
Overall, a front desk job helped me learn important admin tasks and essential people skills. This taught me to remain calm in chaotic situations and handle a number of jobs at the same time. This further improved my skills of problem solving which helped me in uncertain situations. This increased my overall level of confidence in managing records of guests and the technology of the hotel. My role helped me to gain insight into how different departments of the hotel work together. I became an active listener. My experiences helped me to comprehend the operations of the hotel, which will further help me in my career.

Action Plan
To improve further:
· I’ll work on PMS and other hotel systems more.
· I wish to pursue a personal online hotel operations course for myself.
· I will regularly get feedback from my managers.
· I want to develop the ability to make decisions and solve problems by taking part in team games and role plays.
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Figure: Gibbs Reflective Cycle
Source: (Harithuddin, 2021)
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I noticed that their team relied heavily on software systems. Changing an item price and adding a payment in PMS were delayed as, during the shift, the Opera PMS went down. Check-ins and room allocations had to be done manually. Staff found it stressful, and guests became impatient.

Academic literature supports this concern. Buhalis and Leung (2018) found that while the hotel software is helpful for customers, it may cause risks when the system stops working.  Proper training and backup plans are needed. My experience confirms this. Only two staff members knew the manual booking process. The rest had to wait for IT support.

According to Ramgade, and Kumar, (2021), the hospitality industry must keep up with digital trends. 

Staff must use the system and analyse faults once the faults arise.  My placement shows that the front desk needs more cross-training, particularly in manual procedures.

I will explore how technology affects the hotel industry’s operations. It teaches about PMS, CRM, and data security. The placement system’s true meaning was revealed through my experience. The report showed that more resilient risk planning and digital training were needed.

To resolve the issue, the hotel should make sure to train people on the digital system and manually, print and display standard operating procedures for everyone to see, and run and test system failure scenarios.

Ultimately, relying too much on the software is not the best way to go about any work. 
[bookmark: _8535kgqlo3si]Future Trends in Hotel Administration
The hospitality industry is changing fast. Another growing trend is the use of artificial intelligence (AI) in front desk functions. Several hotels are using AI for guest communication and automated check-in, among others.

AI makes us more efficient, as it can carry out many repetitive tasks (De Cremer, and Kasparov, 2021).  This allows staff to focus more on guest interaction. During my placement, I saw the early signs of this trend. For one instance of the case study, some guests were sent automated emails and digital keys. This reduced the number of walk-in queries.

However, not all guests liked it. Some preferred human interaction. According to Chen et al. (2021), guests would rather receive empathy and human interaction than speedy service. This is particularly true of older or special request customers.

A front desk professional of the future will need to combine technical & emotional skills. AI tools and personal software—they must know both. My experience showed the need to be adaptable. Some days, I handled online reservation and digital keys. On others, I helped elderly guests with physical check-ins.

This trend will change job roles. Soft skills like patience and empathy will see increased value in the future while robots do high-end rote work (Schwartz, 2021). Hotels must train staff for this.

I will understand about AI tools for hotels to become future-ready. I also want to develop my customer service skills further. That way, I can offer both digital and personal support.
[bookmark: _x1wgl6d0ej8t]Conclusion
My personal and professional growth was boosted by this placement. I achieved my learning objectives. My communication improved through direct guest interaction. I learned how PMS software supports hotel operations. I have also come to understand how they run business as usual at the department level.

The Gibbs model helped me to think back on my experience as a student. The major issue of overdependence on software made me realise the importance of balancing skills with software to get the best results. Future trends like AI will further test that balance.

I think I am more ready for a career in hotel administration. I will create my strengths and give my time to develop my technical and soft skills to go with the flow.
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