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Introduction
In my 10-week placement, I was stationed at Bournemouth Highcliff Marriott Hotel located on the cliffside of Bournemouth beach. During my time, I was stationed in the Front desk operations for a few weeks where I was tasked with welcoming guests, helping them check in into their rooms and check out, and responding to any queries, or issues raised by the guests. However, restaurant performs a range of administrate and booking responsibilities. The front desk is responsible for linking parts of the hotel such as food and beverage with guests and housekeeping with room services, online, phone, and in-person bookings, handling customer complaints, receiving guest payments, linking the guest to activities and hotel’s facilities, handling guest profiles and other security feature such as verifying guest identification and managing guest confidentiality.
Learning Objectives
1. To gain knowledge of the operations in the front desk station.
2. To understand the importance of technological advancement in enhancing customer bookings.
3. To learn about customer communication during conflict resolution.
Role Reflection
For my reflective exercise, I selected Gibb’s reflective cycle as it is an effective theoretical approach to reflect on my experiences at the Front Desk section at Bournemouth Highcliff Hotel. Pieper et al. (2020) highlight that reflective learning is an integral aspect of learning because it allows for continuous learning from the practical semester to help students derive lessons and evidence they can apply in a professional setting. Gibbs' reflective cycle is a structured approach of reflective practice in six steps: describing the experience, assessing your feelings, evaluating what worked and what didn’t work, analysing by deriving meaning from the experience and concluding what happened then charting an action plan that informs future practice (Ahmadpour et al., 2025).
During my placement, I assisted the receptionist at the front desk in welcoming guests and helping them in and out of the hotel. In this department, I served as an assistant receptionist who showed guests to their rooms and the facility, helping guests with their luggage, organising the guest keycards, and shadowing the experienced receptionists in the check-in and check-out processes. As I shadowed my supervisor, I learned about front desk communications which entail respectful, joyful, and welcoming greetings, and problem-solving skills. In addition, receptionists should dress nicely because they are customer’s initial touch points in hotels. One day at customer service, an Arabic customer came in and he had problems communicating in English and his words were inaudible. I understood the communication breakdown and I smiled as asked him to speak slowly so that I could understand his needs. I learned that my competence in demonstrating empathy through politeness in communication helps address bilingual communication in hospitality (Rababahet al., 2021).  On this note, Dizdarić (2025) highlights that a receptionist's ability to provide personalised experiences such as remembering guest preferences, repeat clients, anticipating their needs, and providing tailored experiences leads to guest satisfaction and loyalty to the business. In addition, I learned about problem-solving skills, especially in handling customer complaints and concerns. For example, some of our guest were being booked into an old building complex and they often lodged complaints about those buildings. Since I was taught how to solve problems, we simply moved them to the main building or offered them a discount. The reason this experience turned out well is that my supervisor had taught me that being calm and polite when handling guest complaints tends to help the situation and gives you the ability to think fast to resolve customer complaints. Safitri et al. (2021) highlight that receptionists following the Servqual approach can help resolve conflicts by communicating, understandably, and responsively. Going forward, I intend to learn more about cross-cultural communication in hospitality and also gain more experience in conflict resolution approaches.
Hotel Administration Issues
One of the aspects I realised there was a challenge is in the use of the Hotel Front Desk System. During my placement, I wasn’t allowed to use the hotel’s management systems for checking-in and checking-out guests because of GDPR policies but I could watch them work. Najafi (2024) highlights that perceived usefulness and ease of technology use affect employee's attitudes toward the use of technology. Due to the GDPR policies, my sense of perceived ease of use of technology affected my confidence and attitudes towards ability to gain an in-depth understanding of the technology since I could not do any bookings. Jetson (2023) highlights the importance of incorporating technology training in front desk training since the hospitality industry is evolving and the use of technology is joining the new trends. Moreover, the front desk's use of property administrative systems helps improve guest experience because it results in seamless check-in and check-out experiences. In addition, the technology used at the front desk helps improve managing customer relationships because it allows for a high degree of personalisation of customer experience. This relates to lessons learnt on level 5 Personnel Resource and Development where employee training is integral in enhancing guest satisfaction in hospitality. On this note, Sandy (2025) highlights that employee training is important because it improves staff service delivery which ultimately results in customer satisfaction. For example, my ability to learn how to use the hotel’s management system will improve my ability to quickly check in or check out a customer and understand their preferences to send personalised services which will improve their satisfaction.
Future Trends in Hotel Administration
The future trends that apply to the front desk are the use of AI and robotics to enhance customer experience in hospitality.  Lukanova and Ilieva (2019) highlight that robots and AI technologies are increasing in dominance in the hospitality industry. At the front desk, some hotels are pioneering a way toward replacing human front desk receptionists with robots to help with the check-in and check-out processes as well as the concierge services. In fact, Luo et al. (2021) highlight that Hotel Henn-na in South Korea is the world’s first hotel with two front desk robots that help guests check in and check out as well as a kiosk that dispenses hotel key cards to guests. In addition, it has a Giga Genie robot that provides in-room amenities to guests. The hotel also has voice assistant devices that help customers request amenities as well as communicate with the front desk. Similarly, Hilton Hotel has a robot that offers concierge services called Connie that can answer guest questions and has AI technologies that self-improve its answers the more it interacts with hotel guests. Moreover, Shin and Jeong (2020) highlight that guest attitudes are slowly shifting toward acceptance of robotics in hospitality. Therefore, failing to train employees towards technology use in my placement is antithetical to the current and future trends of AI and robotics integration in hotels.
Conclusion
During my placement, I served as an assistant receptionist handling guest welcoming, showing and helping them to their rooms, issuing key cards, and helping with administrative tasks. I gained valuable skills in guest communication and problem-solving. I fully achieved my objective of leading guest communication. If it wasn’t for the failure to gain practical skills in the use of the hotel management system, I would have learned all the operations in the front desk section. Ultimately, the restaurant needs to focus on technological advancements and technological training of its employees.
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