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Placement Location: Ashford International Hotel & Spa
Placement Duration: 02/05 – 10/07
Department Focus: Reception (Front Desk)

[bookmark: _Toc200649193]Introduction
The reception department in Ashford International Hotel & Spa is the epicenter of interaction with the guests: checking in and out, reservations, questions, and complaints; coordination with other departments such as Housekeeping and Sales. It is important to enhance a smooth guest experience and operational efficiency. When on placement, I had three main learning goals. Firstly, I sought to obtain a profound knowledge of the work of the front desk and administrative procedures. Second, I needed to sharpen my leadership, communication and problem-solving skills within a professional environment. I wanted was to gain some technical skills on hotel software application, mainly the Property Management System (PMS). These aims were the topics of my focus in the course of the placement and helped me to be reflective in my learning, as recommended by ASET (2017).
[image: Hotel Front Office staff work ethics]
Figure 1: Hotel Reception (MAjigamkar, 2023)
[bookmark: _Toc200649194]Section 1: Role Reflection
[bookmark: _Toc200649195]Description of My Role
My job as a Reception Assistant was to greet customers, handle bookings and complaints as well as making sure that there was co-ordination with other departments. The Front Office Manager demonstrated leadership and assigned duties, showed direction, and ensured efficiency in operations. My job position involved a balance between administration and customer service, which has to be at the core of any successful front office work (Bardi, 2010).
In order to reflect on my experience, I used Gibbs Reflective Cycle (1988) that enabled me to view events, feelings, and results critically and gave me practical insights which I can use in developing myself.
[bookmark: _Toc200649196]Feelings
I was eager and at the same time terrified at first because of dealing with guest complaints and unfamiliar administrative systems. However, with time I gained confidence because I was getting used to my duties. Nevertheless, I always felt overwhelmed especially during rush hours e.g. when there was a rush to check-in. These experiences underlined the values of cooperation and communication sustainability in terms of efficiency and spirits (Fallon & Rutherford, 2010).
[bookmark: _Toc200649197]Evaluation
One of the best moments in my placement was when I was able to handle a guest reservation problem that was brought about by a system error. Calm communication and coordination with my supervisor helped me to solve the issue and guarantee the satisfaction of the guests. I however had a hard time during rush hours, particularly when I made a mistake of double-booking that led to time wastage and annoyance of guests. Although I somehow solved the problem under the advice of my supervisor, it demonstrated weak points in my ability to multitask and manage time. According to Johnston, Clark and Shulver (2012), these skills are very important in service operations where inefficiency directly affects guest satisfaction.
[bookmark: _Toc200649198]Analysis
My predicaments were propagated by both personal and structural aspects. On a personal level, I am sure that my initial slowness in performance was due to my limited technical understanding of the PMS system and this finding is consistent with that front desk staff must be technically proficient (Tewan, 2009). Systemically, the department highly depended on real time communication with other department like Housekeeping, and in circumstances where the coordination failed, delays were always experienced. As an example, a late check-in that I managed to do might have been prevented due to a better coordination of the departments (Rughubalan, 2009). Another factor which was critical in my experience was leadership. The skill of the Front Office Manager to assign the duties and give proper direction showed that effective leadership could make all the operations run smoothly. Their practice reinstated the values of communication and teamwork in the management of challenges (Fallon & Rutherford, 2010).
[bookmark: _Toc200649199]Conclusion
Thinking about my placement I can realise that my communication skills and the ability to empathize with the guests were my main strengths which helped me to cope with difficulties. Nevertheless, my time and technical skills are areas which require improvement so as to increase my productivity. All these observations have made me appreciate more of what I am and what I should improve on, and have affirmed that one must be flexible and a continuous learner in the field of hospitality as suggested by Hagg, (2013).
[bookmark: _Toc200649200]Action Plan
To improve on these areas I intend to undertake workshops on time management and prioritizing. Further, I will undertake online training in order to improve my skills in PMS and CRM systems, including Opera PMS. Lastly, I am looking to pursue opportunities of being mentored in the hospitality sector to enable me to be guided by some of the experienced managers as suggested by QAA (2018).
[bookmark: _Toc200649201]Section 2: Discussion of Key Hotel Administration Issues
[bookmark: _Toc200649202]Identified Issue: Software Systems
Among the key problems that I witnessed at my placement was that the hotel was using very old computer programs to handle the hotel reservations and guest database. The Property Management System (PMS) had constant glitches including the issue of double-booking rooms as well as failure to reflect the room status promptly. These technological problems created inconveniences in the working process and spoiled the experience of the guests.
Tewan (2009) says that front desk operations greatly rely on the stability of administrative software. Bardi (2010) stresses that any system errors may spoil the work of the staff and the satisfaction of the guests. Placement experience made me witness how such glitches had to be manually corrected, thus costing time and causing the team more stress.
Replacing the old software systems with new systems that are easy to operate might also help a great deal in providing efficiency in the operations as well as minimizing chances of mistakes. Johnston, Clark and Shulver (2012) clinch the relevance of technology in enhancing service delivery especially within high paced service delivery points such as the front desk. Also, Vallen and Valen (2014) stipulate that technological innovations are critical in ensuring competitiveness in the hospitality business.
[bookmark: _Toc200649203]Section 3: Future Trends in Hotel Administration
[bookmark: _Toc200649204]The Rise in AI Applications in Hotel Management
[image: Enhancing guest experiences: AI's role in the hospitality industry | by  LeewayHertz | Predict | Medium]
Figure 2: AI in Hotel Management (LeewayHertz, 2023)
One major future trend in hotel administration is the incorporation of artificial intelligence (AI) in order to facilitate the smooth running of operations and ensure that the experiences of the guests are improved. Repetitive duties can be done by using AI-enabled devices, including chatbots and automated check-in terminals, leaving employees to concentrate on more involving duties. Wood (2013) emphasises the effectiveness with which AI can enhance efficiency through real-time insights of data and predictive analytics.
Through my placement, I was able to notice that a lot of the operations carried out by the Reception team, including the handling of reservations and changing the room status could be automated through AI. This would not only be time saving but also would eliminate the chances of human mistake. Nonetheless, the adoption of AI is also associated with the problem of training the staff and the risk of displacement, which prompts the deadline balancing approach to technology adoption (Bardi, 2010).
[bookmark: _Toc200649205]Changing Consumer Expectations
The changing demands of the contemporary guests that have started attaching more importance to personalization and smooth service are another arising concern. Creating such experiences depends on continuous investment on staff training and development. According to Casado (2012) employees who are well trained stand a better chance of living up to such expectations as was my experience during my placement. As an instance, employees who had good communication capabilities were always better at solving guest problems.
[bookmark: _Toc200649206]Conclusion
My experience in the Ashford International Hotel & Spa gave me a good understanding of the Reception department in terms of operation, management, and customer services. As a result of the reflection of my experience through Gibbs Reflective Cycle, I managed to discover my main strengths and areas requiring improvement, including communication and problem-solving as my main strengths and time management and technical skills as weaknesses. Nevertheless, in spite of my challenges, I met my learning goals and gained a closer insight on hotel administration. In the future, I will continue my professional growth and make the active hospitality industry.
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