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Acknowledgement of Artificial Intelligence (AI) Use.
I acknowledge the use of Grammarly (https://www.grammarly.com/) as an integrated tool on my computer from June 7 to June 16, 2025, to check my work for grammatical and syntactical errors, ensuring clarity and readability. Since Grammarly operates as an integrated tool, it automatically reviews my text without the use of specific prompts.
I acknowledge that from June 7 to June 16, 2025, I used ChatGPT (https://chatgpt.com/) for the following purposes:
1. Structuring My Submission
· Assisted in organising my work, including creating a draft argument structure and identifying sections and headings.
· Used the prompt: Create a report structure according to the following requirements.
2. Research Support
· Used ChatGPT to assist in searching for a bibliography and utilising tools to summarise, compare, and interrogate materials.
· Frequently used the prompt: Summarise the given text.
3. Reference Formatting
· Used ChatGPT to arrange references in alphabetical order using the prompt: Arrange these references in alphabetical order.
I confirm that I have not presented any AI-generated text as my own work. I also confirm that I have copies of my drafts, notes, and other resources I used before and after the use of AI tools, which I may be asked to provide as evidence.
[bookmark: _Hlk200977792]


As part of my Level 6 placement, I spent time working within the Front Desk department at The George Hotel in Lichfield—a 3-star property located in a listed Georgian building in the city centre. The hotel blends historic charm with modern hospitality, catering to a wide range of guests including tourists, business travellers, and visitors attending weddings and corporate functions(The George Hotel, 2025). Although I was exposed to several areas of the hotel, my time at the Front Desk offered particularly valuable insights into the operational, guest-facing, and administrative aspects of hotel management.
The Front Desk acts as the primary point of contact for all guests and is responsible for check-ins and check-outs, reservation processing, guest enquiries, and coordination with housekeeping, events, and maintenance teams. This department also plays a key role during weddings and group events, managing guest lists, special requests, and real-time problem-solving.
During my placement, my main goals were to improve communication and problem-solving skills in high-pressure guest interactions, develop technical proficiency in front office systems like PMS and CRM, and understand the Front Desk’s role in supporting wider hotel operations, particularly during large events and group bookings.


Section 1: Role Reflection.
I used Gibbs’ Reflective Cycle (1988), a structured six-stage model—description, feelings, evaluation, analysis, conclusion, and action plan—to reflect on my role at the Front Desk of The George Hotel and to assess the skills I developed, the challenges I encountered, and the areas where I grew during my placement.
During my placement, I supported the Front Desk team under the guidance of the Reception Manager, who frequently also acted as Duty Manager. Though I had no fixed tasks, I regularly greeted guests, gave directions, accompanied them to rooms, and answered general service questions. I occasionally assisted with more complex responsibilities like check-ins and guest enquiries. This exposed me to real-time hotel operations and leadership in action.
Feelings.
Initially, I was unsure of my value due to the informal nature of my tasks. However, I quickly gained confidence by being proactive, learning through observation, and engaging with guests directly. These experiences were both fulfilling and educational.
Evaluation.
The placement gave me a first-hand look at the essential competencies needed in this department—communication, organisational problem-solving, multitasking, technical fluency with systems (e.g., PMS), and attention to detail. For example, during one busy weekend, a wedding guest requested a room near the lift due to a health condition. The request had not been recorded correctly, and the receptionist had to resolve the situation urgently. I witnessed them working quickly with housekeeping to arrange an alternative room. While it was resolved, the situation was stressful, highlighting the need for calm, prioritisation, and real-time problem-solving.
I also observed the training of a new employee, which reinforced how complex and multi-skilled the Front Desk role is. From using the PMS system and handling guest billing to offering local guidance and resolving conflicts, this position blends technical knowledge with emotional intelligence.
Analysis.
Leadership in the Front Desk was exercised through a situational and hands-on style. The Reception Manager, while occupied with her own duties (such as revenue reporting, email correspondence, and staff scheduling), remained attentive to the reception area. Her role was vital in maintaining operational flow, especially when less-experienced staff needed support or when unexpected guest issues arose. This echoes Snyman (2023), who outlines that front desk leaders must manage people and problems simultaneously, often switching roles between administrative and guest-facing duties.
Communication and timely coordination were also critical, particularly during events. For instance, managing parking issues (common due to limited space) required quick explanations to dissatisfied guests. These were often managed by being transparent, offering alternatives, or escalating when necessary.

Conclusion.
This placement revealed my strengths in communication and adaptability, as I remained courteous and helpful, even under pressure. However, I recognised weaknesses in multitasking, staying focused during busy periods, and my limited knowledge of the hotel layout, which sometimes impacted my ability to help guests efficiently.
Action Plan.
To support my professional development in hotel administration, I plan to:
1. Request more structured involvement in future roles, including exposure to shift planning, complaint handling, and event coordination.
2. Improve multitasking and concentration under pressure by using time management techniques such as task prioritisation (e.g., Eisenhower Matrix) and mindfulness strategies to stay focused during busy periods.
3. Enhance my knowledge of hotel operations and layout by studying floor plans, service guides, and observing staff during shift handovers. 
4. Develop confidence in problem-solving by practising real-world scenarios and participating in workshops or team simulations focused on guest conflict resolution and fast decision-making.
These steps will support my growth into a more effective and independent front office professional.

Section 2: Discussion of Key Hotel Administration Issue – The Changing Nature of Consumer Needs.
Balancing Heritage with Modern Guest Expectations.
During my placement, I encountered a key administrative challenge: aligning traditional service with modern guest expectations. Guests now demand personalisation, smart technology, and environmental awareness (Feniger, 2023), yet many of these are difficult to deliver in a heritage property.
The George is housed in a listed historical building, which limits infrastructural upgrades. For example, air conditioning cannot be installed in many rooms, leading staff to provide portable fans—a functional but less desirable solution. Windows are often difficult to open, reducing ventilation and overall comfort. These limitations often caused guest dissatisfaction, particularly during event-heavy periods.
Given The George’s independent status, economic constraints, and the limitations imposed by its listed building status, investment in major upgrades is often delayed.
As a result, resolving issues typically falls on the front desk staff. Their ability to communicate, manage complaints calmly, and resolve problems on the spot is critical. As Medallia (2024) reports, 77% of guests expect personalised service, but only 25% feel they receive it. The team relies on interpersonal skills and attentiveness. For example, resolving room location errors or communicating parking costs required real-time teamwork and diplomacy. These experiences highlighted the vital role of well-trained staff in meeting evolving guest expectations and maintaining high service standards. 
Feniger (2023) highlights the growing tension between heritage and innovation: guests still expect modern comforts, even in traditional settings. 
In sum, while The George Hotel’s charm lies in its history and personalised service, its limited financial and infrastructural flexibility places added pressure on front office staff. Their ability to communicate effectively, solve problems calmly under pressure, and manage expectations is crucial in bridging the gap between what the hotel can offer and what guests increasingly demand.

Section 3: Future Trends in Hotel Administration. 
The Swiss Education Group (2025) identifies key trends reshaping hospitality in 2025, including technological innovations (like mobile check-in, AI assistants), a stronger focus on sustainability, enhanced personalisation and wellness experiences, and feedback-driven service improvements. These trends highlight the need for hotels to balance digital upgrades with human-centred service to meet rising guest expectations.
From a workforce perspective, the NWA Search (2024) report identifies five key trends that will shape hospitality roles from 2024 to 2026: demand for flexible work models, emphasis on digital skills, commitment to sustainability, focus on upskilling, and strengthening diversity and inclusion. The front desk role is evolving alongside shifts in guest expectations, workforce dynamics, and technology. My placement at The George Hotel—a heritage property—highlighted how such hotels must adapt to remain competitive. Currently, the hotel’s traditional model remains effective due to its conservative, often older guest base, who value face-to-face service over automation. However, evolving industry trends increasingly demand a balance between personal service and selective innovation.
The George excels in delivering personalisation through attentive staff who remember returning guests and address needs with empathy. Direct interaction enables tailored experiences. Still, as guest numbers and expectations grow, simple digital enhancements—like preference logs—could support consistency without compromising personal touch.
Sustainability is another key area. The hotel’s efforts include solar panels, waste reduction, local sourcing, and an EV charging point (The George Hotel, 2025). These initiatives suit both the building’s constraints and the eco-conscious traveller. Better communication of these policies at the front desk could enhance guest loyalty.
Feedback processes remain informal. Introducing structured tools, like digital surveys, would support continuous service improvement. From a workforce angle, insights from my Personnel Resourcing & Development module emphasised the importance of staff training, motivation, and adaptability. The George would benefit from formal upskilling in sustainability practices, communication, and guest service tools.
In summary, to meet future demands, The George must evolve its front desk operations through targeted tech use, sustainability communication, and professional development, ensuring it preserves its charm while staying relevant.
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My placement at The George Hotel provided a valuable opportunity to apply academic knowledge in a real-world setting. Working alongside the Front Desk team, I gained practical insights into administrative operations, guest service, and the adaptability required in a heritage hotel. I met my learning objectives by improving communication and problem-solving skills, gaining familiarity with administrative tools, and observing how the front office functions support wider hotel operations.
Navigating challenges, particularly in managing guest expectations within an older property, highlighted the importance of staff training, interdepartmental coordination, and delivering personalised service. Exploring future trends confirmed the growing need for thoughtful integration of technology and sustainability while maintaining personal service, especially relevant in hotels like The George.
This experience has boosted my confidence and confirmed my interest in pursuing a broader career in hospitality, where operational knowledge, strategic thinking, and guest-centric service are key to success.
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