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[bookmark: _Toc200874361]Introduction
For my placement, I was placed at Hilton Puckrup Hall in Tewkesbury as a front desk employee initially. I will describe my placement experience promptly to detail, key administration issues and future trends in this reflective learning log. The hotel is popular for its historic property, traditional charms and offering diverse front desk services such as guest check-ins check-outs, managing guest reservations, queries and complaints. Other key functions of this department were housekeeping including coordination with other departments for seamless operations. Front desk department has vital role in appropriate contact management with guests and influencing their satisfaction rate (Vallen and Vallen, 2014). I spent time with management, communicated with supervisors and staff of the hotel during my second placement there.
Three key learning objectives are:
1. To learn the strategies of dealing with guest complaints efficiently
1. To develop prior skills for managing diverse situations that require immediate actions
1. To understand process of making guest feel welcome and improve overall experiences
[bookmark: _Toc200874362]Section 1: Role Reflection
I will implement Schön’s reflective model to effectively distinguish between “reflection-in-action” (thinking during the event) and “reflection-on-action” (evaluating after the event). The model can help me to critically describe my learning experiences.
I was responsible for controlling guest check-ins, check-out, query handling, phone call management, coordinating with housekeepers and property management system updating (PMS) during receptionist job role. I also frequently observed and assisted the reception manager during her probationary period. The manager was supportive and demonstrated good professionalism. However, her inexperience in managerial job roles sometimes created challenges in managing guest services such as challenges in managing complex room allocation. The “reflection-in-action” strategy helped me to remained calm, actively listened guests’ needs and offered practical solutions promptly to improve their experiences. Whereas, “reflection-on-action” strategy helped me to recognise the necessity of anticipating guests' needs including double-checking of room specifications in PMS to nullify possible errors (Vallen and Vallen, 2014). Those strategies helped me to easily handle guest needs during my front-office job and enhanced my experiences. 
The leadership style of the reception manager was supportive enough despite her hesitant decision-making issues. Such hesitant decision-making indicated the reception manager’s probationary status at the hotel. The leader usually guided respective team well especially during high-pressure conditions like during solution of room-mix-ups. However occasional slowdown in resolution management by the leader somewhat reduced team’s morale. 
Work-based skills that I applied during my tenure are:
1. Leadership and initiative: I occasionally stepped up to support guests and reassure to quickly fix issues. I took these steps to enhance my leadership skills during my working tenure though I was not a supervisor. 
1. Communication: I maintained clear, polite and consistent communication during my job role of guest handling as a front desk staff. Such communication strategy helped me to easily determine guest needs, manage expectations and control issues especially during peak times of guest check-ins.
1. Problem-solving: I learned the strategy of innovative thinking for problem-solving during handling unexpected challenges in hotel. For example, I handled last-minute room change issues or check-in times issues promptly during my working tenure.
I became confident enough in using my technical knowledge of Hilton’s OnQ PMS management concept to update reservation details, solve room allocation issues and process payment management ( under supervision). However, I identified that lack of advanced AI features in this hotel that might have helped in preventing errors (The Caterer, 2025). 
Examples from Practices:
1. Room allocation error (guest with pet): The situation indicated moving of the guest thrice due to initial erroneous allocation of a family room. The mistake of overseeing PMS features taught me the lesson of requirement of double-checking of details for effectively anticipating future needs of room allocation.
1. Handling busy wedding weekend: The case indicated several complaints from guests about delays in check-in including room readiness. I anticipated the issue, communicated directly with housekeeping to instantly ready rooms and updated guests about progress to nullify frustrations.
Strengths:
1. I remained clam during pressure situation handling
1. My friendly and clear communication with guests 
1. Quick learning capabilities of new systems and processes
Weaknesses: 
1. I experienced initial hesitation managing demanding guests
1. Limited confidence in utilisation of all PMS functions at starting
Action Plan: 
1. I need to complete PMS training to improve my technical competence
1. I will attend workshops on assertiveness and consumer communication management
1. I will seek mentorship opportunities and observe front-desk supervisors
[bookmark: _Toc200874363]Section 2: Discussion of Key Hotel Administration Issue
The main administrative issue that I identified during placement was the issue in management style within front desk department. Probationary stays of respective reception managers showed fluctuated management approaches between supportive and uncertain that were based on situation completely. 
Lack of decision-making clarity in fast-paced environment created challenges in guest management. For example, managers’ hesitation in pet-friendly room booking, delayed resolutions influenced guests’ satisfaction. Inconsistency in leadership creates confusion among staff, influences team cohesion and operational efficiency (Wood, 2013). 
Blake and Mouton’s Managerial Grid model analysis during my Management and Organisational Behaviour study in Level 5 emphasised leadership efectiveness is related to a balance between the concern for the staff and the concern for the task (Mullins, 2007). More directive or coaching style can provide benefits in team guidance via challenging periods rather than hesitant approach. Leadership effectiveness at front desk ensures smooth hotel operation including boosting guest satisfaction (Fallon and Rutherford, 2010; Wood, 2013). I observed that manager’s clear instruction especially during peak times of check-ins can uplift team’s morale and performance. The experience boosted my knowledge of leadership styles in hospitality that help in balancing authority with empathy in guest-facing departments (ASET, 2017).
[bookmark: _Toc200874364]Section 3: Future Trends in Hotel Administration
Advanced technologies and AI will shape front-office operations in hotels in future. I noticed that Hilton Puckrup Hall’s operational system is mainly traditional with limited AI usage. Diverse hotels faced challenges in operational development due to poor infrastructure (Bardi, 2010). Likewise, literature suggested that AI tools such as chatbots and automated check-in systems reduce manual tasks to streamline functions including personalised guest interaction (International Journal of Contemporary Hospitality Management, 2022; HospitalityNet, 2025). The system can prevent pet-friendly room management by streamlining flagging room allocation process.
Consumer expectations evolved rapidly as guests preferred speedy convenience and proper service customisation (Cornell Hospitality Quarterly, 2021). The situation can influence hotels to modernise operational processes for maintaining competitiveness and maintain signature personal services (The Caterer, 2025). I found absence of technologies enhances dependencies in staff vigilances that enhance error possibilities in services. However, technological advancement will demand new skills of staff to manage hybrid human-AI guest services that can cause both opportunities and challenges for hotels.
[bookmark: _Toc200874365]Conclusion
Overall, this placement provided valuable experience in hotel’s front desk operations including critical roles of communication, problem handling and leadership. I partially achieve key learning objectives such as effective complaint-handling and problem resolution skills. I also identified need for greater assertiveness and needs for technical knowledge in PMS functions management. I understand from my job experience that clear leadership and emerging technologies can improve front-desk efficiency. I will improve my technical knowledge and interpersonal skills in future to prepare for future roles in hotel operation management.
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