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[bookmark: _Toc199799486]Introduction
I was placed at the Hampton Hotel London Luton Airport for my Level 6 placement. It is a busy airport hotel serving leisure travellers as well as business. During my placement period, I worked with the Front Desk Department. This department is the core department in the hotel. It deals with guest check-ins and check-outs, reservations and guest enquiries. Also, it acts as the communication link between departments. The team utilises Opera PMS software to handle guest bookings and profiles.
The front desk is instrumental in creating first impressions (Edeh et al. 2023). Housekeeping, maintenance, and management work closely with the team. How the front desk handles things can make or break customer satisfaction. I aimed to achieve the following learning objectives: (1) to enhance communication skills in the customer-facing role, (2) to gain technical skills in using hotel administration software, and (3) to learn about leadership styles in the front office management in the hotel sphere.
[bookmark: _Toc199799487]Section 1: Role Reflection
In reflection, I will apply Gibbs' Reflective Cycle. There are six steps in Gibbs' Reflective Cycle: description, feelings, evaluation, analysis, conclusion, and action plan (Bassot, 2024).
I performed the role of front desk assistant during my placement. I handled greeting guests, check-ins and check-outs, and requests from guests. I also helped with taking reservations and operated the Opera PMS system.
My role involved communication with other departments. I also updated guest records and handled payments. Leadership in the department was practiced through a team-leader model. The front office supervisor led the team during shifts. The front office manager supervised daily performance and trained staff. Tasks were delegated based on team strengths and experience.
The supervisory role influenced operational efficiency. The supervisor ensured staff rotations were fair and that busy times were well-managed. They offered support during guest complaints and were responsible for motivating staff.
One challenge I observed was during a weekend with a large group booking. There were delays in housekeeping, which affected check-ins. The supervisor quickly rearranged room priorities and updated guests. They managed the team effectively by giving clear instructions.
Another issue happened when the Opera PMS system crashed. The supervisor used manual methods to manage check-ins. This required clear communication and calm under pressure.
Work-based skills were essential. Communication, problem-solving, and technical ability all contributed to smooth operations (Santos, and Mamaclay, 2025). I learned to remain calm under pressure. I also gained confidence using the PMS system. I became better at resolving guest queries politely.
Two specific examples highlight the importance of administrative skills:
Example 1: A guest arrived before check-in time. Their room was not ready. I explained the situation, offered to store their luggage, and provided lounge access. The guest was satisfied. This showed how communication and empathy help maintain service quality.
Example 2: One guest wanted to modify their booking. The reservation had originally been booked through a third-party platform. I coordinated with the reservations team and updated the Opera system. I followed procedure and kept the guest informed. The process went smoothly. This showed my understanding of hotel systems and teamwork.
My strengths lie in listening, empathy, and problem-solving at a basic level. Hesitation in peak periods and lack of self-confidence when working with new tools constituted my weaknesses. I sometimes needed support when dealing with technical issues on the PMS.
Action Plan:
· I will continue to practice using Opera PMS through online demos.
· I will read industry blogs to keep up with hotel tech trends.
· I will attend any customer service workshops offered at the university.
· I will improve my time management and confidence during busy times.
[bookmark: _Toc199799488]Section 2: Discussion of Key Hotel Administration Issues
One key issue observed at the hotel was the limited training given to new front desk staff. Training was often brief and mostly job shadowing. New staff took time to adjust, which led to delays and guest dissatisfaction. This issue relates to the theme of training.
In hotel administration, good training ensures service quality and guest satisfaction (Chan, Gao, and McGinley, 2021). Poor training can result in errors, slow service, and low team morale. Structured training improves employee performance and engagement (Arwab et al. 2023). Hotel front desk operations require training in both software and service skills.
During my placement, one colleague was hired on a temporary basis. They were only given one day of shadowing. The next day, they were left to work alone. They struggled with the Opera PMS and handling guest complaints. This caused delays and required supervision to step in frequently.
The literature shows that hospitality training needs to be continuous and adaptable. Just-in-time learning does not work for complex hotel systems. This links to my module on Personnel Resourcing and Development. One key learning was that recruitment must include proper onboarding. Training needs assessments should be done. Ongoing training should be based on individual roles.
My own experience matched what I studied. Staff who were well-trained worked more confidently. They needed less help and provided better guest service. Managers should ensure that training is not rushed. Feedback and follow-up sessions should also be included.
Training is also important for using software systems (Blanchard, and Thacker, 2023). Staff who lacked confidence in the PMS took longer to complete tasks. This slowed down the front desk, especially during busy hours. My placement showed that training should cover both soft and hard skills.
Proper training in hotel administration boosts confidence and efficiency (Kim, Li, and So, 2023). It reduces errors and improves the guest experience.
[bookmark: _Toc199799489]Section 3: Future Trends in Hotel Administration
Future developments in hotel management will alter the way departments function. One such development is the growing use of artificial intelligence (AI). AI is being utilised to a greater extent in customer chatbots, predictive booking, and data analysis.
In the years to come, front desks can make use of artificial intelligence to anticipate guests' needs (Buhalis, and Moldavska, 2022). Such as analysing past bookings and recommending services. Faster check-in and check-out can also be aided using AI.
Hotels are making investments in artificial intelligence to enhance customer satisfaction. Repetitive jobs can be managed by AI and leave staff to work on complex customer needs. In my placement, I witnessed the amount of time staff devoted to responding to the same queries. Staff would have more time to devote to personal service if AI handled the FAQs. 
Another trend is mobile check-in and check-out. Guests prefer using their phones to avoid queues. This will affect the front desk role. Staff will become more like hosts, offering help and personalised experiences.
Technology like voice assistants and smart room controls is also growing (Buhalis, and Moldavska, 2021). These tools will require staff to have technical knowledge. Staff training must include how to guide guests using these systems.
These trends will change job roles. Technical and digital skills will become more important. Traditional front desk roles will need to evolve. Hotels will need to invest in both software and training (Nam et al. 2021).
My placement helped me understand how future trends could impact the front desk. Tasks may change, but human interaction will still be key. Personalised service will remain important even with new tools.
[bookmark: _Toc199799490]Conclusion
The placement at Hampton Hotel London Luton Airport gave me useful experience in hotel front desk operations. I worked with guests, used the Opera PMS system, and learned from team leaders. I observed how training, teamwork, and leadership affect service quality.
My learning objectives were to improve communication, develop software skills, and understand leadership. I made progress in all areas. I still need to work on confidence and time management. The placement helped me see how theory and practice connect.
I now understand that good training, proper leadership, and use of technology are all linked to guest satisfaction. The future of hotel administration will bring new challenges. But with the appropriate skills, it can also bring new possibilities.
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