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INTRODUCTION:
The front desk department is an essential component of the Holiday Inn, Derby. At the front desk, the staff handles check-ins virtually or physically and check outs, takes guest complaints, sends staff to assist guests, and provides needed information. The three objectives I am learning in this department is firstly communication skills. The reception personnel are the first and last staff members many guests will interact in the hotel. Thus, staff needs to be welcoming but also must be able to communicate with others from all walks of life (Lacalle, 2024). The second objective is customer service. Great customer service is the backbone of hospitality. Reception staff must be able to professionally deal with all guests, even the most difficult ones (EHL Insights, 2024). Lastly, the third objective is great teamwork. Teamwork is essential in this department where everyone works together with a common goal growing together to harness their skills so that they can achieve productivity (Londhe, 2024).

ROLE REFLECTION:
My assigned role is reception staff. I have to great guests, do check ins and check outs, take payments and do banking. In this department there is always a manager around, if not the duty manager is available in case something is needed. For example, there is a manager who always checks large group bookings with special events to ensure that all their bookings are correct before the event. 
When it comes to operational efficiency the managers were always willing to assist. In terms of leadership, they always showed understanding and patience. They made everyone work harder just by their example. In training staff, they always tried their best to lend a helping hand. If they were not able to answer a question, they got someone who could explain the matter in full. Department efficiency was also enabled by clear communication where they had clear goals and objectives for everyone to follow. For example, there is a daily shift operational meeting as well as manager we have one managers meeting every day in the afternoon to ensure everyone knows what is expected of them during the day. The confidence the managers showed came from their knowledge. They were able to quickly use various hotel management software such as HotelKey and Shiji a hotel bar software. There was one challenge that I had faced while working as a receptionist. Guests who have a membership from the hotel gets 500 points if they don’t get their room cleaned for three days. However, after three days the room will be automatically cleaned. However, a guest did not like that. At first, I was frustrated based on his behaviour, but I controlled my breathing and listened to the guest’s complaint. I solved this by calmly explaining our policy with evidence. 
While on my placement using the ERA theoretical reflection model (Fallin, 2024) in terms of handling administrative tasks efficiently, I was being shown the daily revenue spreadsheets when I first started my placement. While I was there, I started learning how the sheet was done. Eventually, they asked me a question, and I was able to remember the daily revenue numbers from the spreadsheet. They were impressed because they didn’t have to go into the other spreadsheets for the information. Eventually, when I started the night shift, they gave me the task of doing the banking for them for that shift. Looking back on that experience I was happy that they recognised my ability and was elated that they offered me the ability to do the banking. Since that day I have been striving to do better and learn more. 
Another example using the ERA theoretical reflection model (Fallin, 2024) was I was on a day shift and there was a group of people by the bar where only two people had pre-authorised the ability for the bar cost to be placed on their room however the boss had said to add it to his room. However, the next day because he did not have authorisation to have the charge to the room and the girls felt a bit uncomfortably and not sure how to approach the guest they did not want to ask. After I arrived on the shift they went straight to me instead of other managers that were already aware, I went to him and nicely explained to him that he would have to pay for the drinks that were put on his tab yesterday. He was leaving in another two days and was ok with giving his card information for the payment. Looking back on this experience I was proud of myself for handling the matter swiftly and providing help to my team. It taught me that approaching guests with a calm and respectful manner will always have the desired outcome. These small moments motivated me to always give a helping hand to my team. 
Action plan:
	Number 
	Problem
	Solution
	Desired Outcome

	1
	· Not having the patience to listen to guests and giving them the chance to speak. 
	· Being able to calm down and listen to the guest before saying what I have to say.
	· To calmly communicate with guests on difficult matters.  


   

DISCUSSION OF KEY HOTEL ADMINISTRATION ISSUES:
One of the issues is the training of night reception staff and the module used for this is Personnel Resourcing & Development (BMIH5005). This module talks about the role of HR and its importance. During the night shift the staff do not accept walks in and usually tell customers to book online. This can cause the hotel to lose money. When guests are turned away knowing there is room available, they would lose trust in the brand. This can make guests give bad reviews and no recommendations for staying at the hotel (Alliance, 2014). Night staff are not even permitted to take departure payments in advance to reduce the load and make morning checkout easier because of constant mistakes. This is an issue because the morning period to check in and out is so hectic. This creates a high-pressure environment where the guests are frustrated for waiting so long which causes irritation which can affect reception staff. (Pollet, 2021). (Lacalle, 2023) stated that well trained staff is one of the main and easiest ways to stand out from the competitors. Based on the module it is clear that the HR selection process is mishandled seeing that one of their main roles is selecting knowledgeable candidates. However, they may not be getting the candidates they desire and just hire some who have applied. This brings the issue of training which is another responsibility of the department. They should understand where the employees are and ensure with training that they are at the level they are needed to be to ensure the hotel’s success.  

FUTURE TRENDS IN HOTEL ADMINISTRATION:
As the times are changing there has been a change in the way technology is being used. In terms of AI usage in hotel management, it has been a game-changer when it comes to automation systems and customer care. AI is being used by hotels where they can book reservations for guests, reducing human error and helping to analyse data about guests' experiences at a faster rate (Morch, 2024). However, I believe it will help the front desk be more efficient not replace them. As observed by my placement human interaction is important to a hotel's success. In terms of changes to customer expectations, the hotel industry always can adapt to the changing times. This was seen a lot in the COVID-19 pandemic where hotels changed the way payments were made, and check-ins were done more virtually. This made and kept making tasks easier for the front desk staff (IHG, 2024). In terms of technological advancements in administrative tasks, there are many different software that can be used to further help front desk staff such as HotelKey a hotel management cloud app used at Holiday Inn to ensure that all important data is at their fingertips (HotelKey, 2025). This software will help front desk staff to be better now and in the future.  

CONCLUSION:
In conclusion, while working at the front desk the three objectives communication, customer service, and teamwork were accomplished. In this hotel, the operation efficiency is great because managers are always available to help their staff. They have great leadership skills which shows in their work. They communicate and have great technical knowledge about their work.  At this placement, I was allowed the ability to learn new things about myself. However, I believe that training staff is needed at this hotel. The future of Front desk staff looks bright with the advancement in AI, adaption to changing guest expectations, and technological advancements.  
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