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While at Wivenhoe House Hotel placement, I worked under the Front Desk department which includes; reception, back office and booking services. Welcoming guests, bookings management through the hotel’s Property Management System (PMS) and administration were my major duties. My three key learning objectives were: 
· To enhance my customer service and communication skills 
· To develop technical proficiency with hotel software 
· To understand the operational flow of front-office management
[bookmark: _Toc198177516]Role Reflection (Using Gibbs’ Reflective Cycle, 1988)
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While on my placement at Wivenhoe House Hotel, I worked as a Front Desk Assistant under my direct supervisor, Mrs Vusi Coe. My duties involved check-ins and check-outs, bookings, complaints from guests, and PMS to record the availability of the rooms. The Front Office Manager exercised sound leadership by promoting control of operations and the development of junior staff.
[bookmark: _Toc198177518]Feelings
I had in the beginning fears about handling high-pressure situations, especially during the evening shifts while I worked alone. The more at ease I became with the systems and procedures, the more confident I got. However, I was aware of the role that even small lapses could play in guest satisfaction.
[bookmark: _Toc198177519]Evaluation
An important event happened once when due to overlooking a manual override made by a colleague during the shift handover, I erroneously failed to notice a double booking. This resulted in two guests being provided the same room which was a tense situation that could have been prevented through better communication and more in-depth analysis of the PMS notes. Consistent coordination of real-time data and human supervision, as recommended by Vallen and Vallen (2014), is important in avoiding such errors. Although I handled the problem by providing my client with a room upgrade and a free drink, I realised that there was an attention gap on my part regarding procedural checks.
A second occurrence was about a guest with special needs who was assigned to a standard room by mistake. Although the problem was promptly fixed by communicating with housekeeping and shifting to a suitable room, I recognized that the booking system is unable to be fully relied on in terms of identifying special requirements. This case reflected the necessity of front desk watchfulness and manual handling – particularly in cases of guest preferences involvement (Wood, 2013). 
[bookmark: _Toc198177520]Analysis
Both cases demonstrated how success in the front office depends not only on technical systems like PMS but also on human aspects such as communication, critical thinking, and inter-department collaboration. As Rane, Achari and Choudhary (2023) observe, even the best systems will need effective input from the user and cross-verification to enhance the quality of service. The fact that I could be calm amid pressure was obviously a strength on my part; however, I had a little challenge in anticipating the problems before they became bigger.
These experiences were consistent with the fact that the use of the guest satisfaction model is often affected by how empowered and responsive the staff members are at times of failure (Bardi, 2010). I realised that I was too dependent on automated systems and was not proactive enough to second-guess manual adjustments – something necessary for the front desk which was constantly changing.
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With such experiences, I was able to understand my strengths and my development areas. I exhibited excellent communication and service recovery abilities that managed to keep the guests satisfied despite the difficult moments. However, I also understood the need to enhance my attention to detail and proactive problem-solving, most notably, when checking guest notes and shifting work handovers. 
[bookmark: _Toc198177522]Action Plan:
• Short Term: Take an advanced class on the technology and practice employed at the front desk of hotels to bolster my technical and administrative skills (such as Opera PMS and management of customer service).
• Medium Term: Get a supervisory or team leader position in a front desk department to gain actual experience and learn leadership in conflict resolution and operational coordination.
• Long Term: Growth into a Front Office Manager position to allow me to use strategic thinking to enhance the guest experience, drive departmental innovation, and aid in the enhancement of overall hotel performance in a luxury hospitality setting.
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Issue: Training
Relevant Module: Personnel Resourcing & Development (Level 5)
One of the major administrative problems that I observed during my placement at Wivenhoe House Hotel was the lack of structured and consistent training in the front desk department. Although the initial orientation was given, no training strategy was adopted ready for crucial operations like using the Property Management System (PMS), handling special guest requirements, and even dealing with high-pressure scenarios such as guest compliance or overbookings. Being confused is what I personally felt when I first approached the PMS because the system was explained once and for a short period. I heavily depended on colleagues for the gaps, and the rest of the new staff did so as well. This translated into preventable errors like room misallocation and service recovery delays, especially during rush hours.
This observation is in line with what I have learnt from the Level 5 personnel resourcing & development module on the strategic nature of training concerning the employees’ engagement, performance and retention. According to Chiang et al. (2010), effective training increases job satisfaction and organisational commitment – both of which appeared to be missing among unsupported or unprepared members of the staff. 
Further, Tews et al. (2014) propose that training with managerial and peer support increases learning and decreases operational errors. At Wivenhoe, I discovered that the cases of informal peer guidance took the lead and became the primary source of learning but this also resulted in inconsistencies. However, in comparison to my Level 5 project on Hilton, a much stricter training structure was conducted. For example, Hilton’s “onboarding to leadership” pathway has explicit development plans, and cross-functional exposure which strengthens interdepartmental coordination, something I felt was missing at Wivenhoe. This portrayed the difference that there is to make in terms of staff confidence, and service standards after allowing a clear training culture.
Equally, Karatepe and Vatankhah, (2014), recommend cross-training for enhancing cooperation in different departments. At Wivenhoe, the desk team, the housekeeping team, and the reservations team did not really work closely together and during busy hours this isolation interfered with the guest experience negatively. At Hilton, the cross-training promotes flexibility, and smoother services in high-demand seasons.
[bookmark: _Toc198177524]Section 3: Future Trends in Hotel Administration
[bookmark: _Toc198177525]1. Rise of AI in Front Desk Functions
Increased use of Artificial Intelligence (AI) in servicing the guests and day-to-day duties of the hotel administration is one of the most remarkable changes in hotel administration. Tools such as chatbot-based concierge systems and the use of facial recognition for self-check-in are becoming more and more capable of reducing the work of the front desk (Ivanov & Webster, 2019). At Wivenhoe House, such technologies had not been incorporated. While on my placement, most guest queries and confirmations were attended to manually taking a lot of time and causing strain, especially during peak work hours – an obvious area for future digital transformation.
[bookmark: _Toc198177526]2. Changing Consumer Expectations and Personalisation
Guest expectations have changed tremendously with many of them seeking flawless, personalised experiences aided by technology (Tussyadiah, 2020). During my placement, there were various instances where guests' desires or guests' possibilities of accessing the services were not captured due to a lack of attention in pre-arrival procedures. Digital guest profiling or app-based requests may enable front desk teams to pre-emptively deliver expectations – limiting last-minute tweaks and increasing overall satisfaction (Torres, 2018).
[bookmark: _Toc198177527]3. Technological Advancements in Hotel Systems
Increasing the practice of cloud-based PMS systems as well as mobile coordination platforms enhances sharing and communication between departments (Murphy et al., 2017). In my observation at Wivenhoe, interdepartmental coordination at Wivenhoe was observed to be problematic, especially in terms of readiness of rooms and guest updates against lack of real-time system integration. 
[bookmark: _Toc198177528]Conclusion
As a result of my placement at the Wivenhoe House Hotel, I was able to fulfil my learning objectives as I increased my level of communication, became comfortable with hotel systems, and learned about dynamics in the front office. This experience, corroborated by academic knowledge, enhanced my understanding of training, the use of technology, and adaptability as major pillars of successful hotel administration, today and in the future.
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