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Introduction
I completed my internship at the Best Western White House Hotel Watford, a small but welcoming hotel located in Watford. The hotel has 67 rooms and a 30-person capacity restaurant that only offers breakfast. For this learning log, I chose to focus on the Front Office department, as I spent a lot of time there and gained valuable experiences.
The Front Office department plays an essential role in creating the first impression for guests and handling activities such as check-in, check-out, providing information, managing reservations, and resolving guest requests or complaints. The staff uses the Rezlynx hotel management system (Appvizer, 2025), which provides efficient management of all guest-related activities. 
Learning Objectives
Before starting the internship, I set the following three objectives:
1. Developing my communication skills with guests, especially given that I am a timid person.
2. Understanding how Rezlynx functions and gaining confidence in using it.
3. Observing and learning how unforeseen situations are managed.
Section 1: Role Reflection
For reflection on my role, I will use Gibbs Reflective Cycle (1988), a well-known tool for the clear structure it offers in analysing personal experiences.
1. Description
I served as an assistant in the Front Office department, participating in check-in and check-out activities, providing information to guests, and observing how employees resolve administrative problems and unforeseen situations. Typically, there were two employees at the reception: a supervisor and a clerk, which ensured rapid decision-making capability and efficiency.
2. Feelings
Initially, the Rezlynx program seemed difficult to me. I expected to master it in just two days, but I realized it is a complex system that requires constant practice and attention to detail. I learned to use basic functions such as recording a reservation, checking room availability, and editing a client's profile.
3. Evaluation
The relationships between employees and clients are excellent, and many guests return consistently due to the friendly interaction and family-like atmosphere (Withiam, 1991). Leadership in this department is empathetic and collaborative, with an emphasis on mutual support. Although the hotel experiences a high flow of clients, organization is efficient, and tasks are clearly divided. 
4. Analysis
I observed how important communication among employees is, especially in a multicultural environment. Although employees were multinational, collaboration was harmonious, without language barriers. This aspect also helped me overcome my shyness. The support my colleagues showed motivated me to communicate with guests more easily than I had anticipated.
5. Conclusion
With adaptability as a strength, and helped by staff, I managed to communicate effectively with guests. A weakness identified is the tendency to underestimate the time needed to learn new things, as was the case with the Rezlynx program. Thess experiences taught me the importance of approaching technical tasks with patience and consistency.
6. Action Plan 
1. Participate in online courses about Rezlynx or other PMS (Property Management Systems) – to deepen technical knowledge.
2. Practice communication skills through volunteering or part-time jobs in customer-facing fields.
3. Read case studies and literature on customer service to better understand complaint management and guest loyalty.
Section 2: Discussion on Key Administrative Issues – Prolonged Standing at the Front Desk
I observed a particular aspect of working in the Front Office department: prolonged standing during shifts. Although at first glance this might seem like an occupational hazard, in reality, employees do not perceive it as bothersome or problematic. They are aware that the nature of reception work involves dynamism, mobility, and constant interaction with clients.
Although a chair is available in the reception area, I noticed employees rarely choose to use it, as they believe that sitting in front of guests does not convey a professional image and reduces their ability to react quickly to various requests. This choice reflects a proactive and client-oriented attitude.
Academic Literature: Occupational Health and Discomfort Perception
According to recent research, prolonged standing at work can, over time, lead to physical discomfort and musculoskeletal problems, even if not initially perceived as bothersome (Coenen et al., 2021). However, as Guest (2017) emphasizes, employees' perception of workplace well-being is subjective and can vary depending on organizational culture, motivation, and team climate.
Furthermore, specialized literature highlights that posture and ergonomics are important factors in maintaining long-term health. Armstrong (2020) argues that it is the responsibility of human resources to monitor working conditions, even when employees do not signal direct dissatisfaction, to prevent potential problems. This observation directly links to the concepts learned in the Personnel Resourcing & Development module: staff development does not only mean professional training but also care for employee health and well-being (Giga, Cooper & Faragher, 2003). Moreover, the idea of strategic human resources involves risk prevention and adjusting working conditions based on real needs (Mitsakis, 2014), not just immediate perception.
Practical Context and Employee Attitude
Although during busy periods, such as the summer season or local events in Watford or Wembley, the workload increases considerably, employees remain positive and engaged. Exchanges are often relaxed and collegial, contributing to maintaining a pleasant atmosphere even during demanding moments.
Practical Recommendations
Even if employees do not consider prolonged standing a problem, it would be beneficial for management to:
• Remind them of the importance of short, active breaks during long shifts;
• Ensure access to anti-fatigue mats to reduce tension accumulated in the legs;
• Encourage task rotation between reception and other administrative activities, when possible;
Conclusion
Prolonged standing within the Front Office at Best Western White House Hotel is not perceived as a problem by employees; however, from the perspective of long-term well-being, it is an aspect that deserves monitoring (Guest, 2003). Through preventive actions and an organizational culture based on staff care, the hotel can maintain a balance between professionalism, efficiency, and occupational health (Costa, 2010).
Section 3: Future Trends in Hotel Administration – Artificial Intelligence in Front Office
The hospitality industry is constantly transforming, and one of the most discussed recent trends is the integration of artificial intelligence (AI) into administrative operations, including the Front Office department. As hotels seek solutions to improve efficiency, reduce costs, and meet the digital expectations of new generations of travellers, AI is becoming an increasingly valuable tool.
Role of AI in Front Office
AI can be used for:
• Automated/unmanned check-in and check-out;
• 24/7 chatbots for assistance, providing information about reservations, facilities, or local attractions;
• Predicting customer behaviour and personalizing offers;
• Managing reservations and synchronizing with PMS systems like Rezlynx.
According to a study by Ivanov and Webster (2019), hotels adopting AI in the Front Office experience faster response times, reduced human errors, and optimized human resources.
In my personal experience at Best Western I observed that human relationship between staff and guests is particularly important. Many clients are returning, and familiarity with the employees creates a sense of “home” that cannot be replicated by a robot or a screen. Furthermore, I believe that human presence is essential in small hotels, where staff become part of the guest experience (Benmore, 2014). Front desk employees not only “serve”, but create relationships – which directly contributes to guest loyalty.
Academic Literature and Critical Positioning
Studies confirm that AI can streamline processes but cannot completely replace human contact. Morosan (2022) emphasizes that in hotels with a high degree of service personalization, technology should support, not replace, the employee. In addition, according to Tussyadiah (2020), business or middle-aged clients prefer interaction with real staff, especially in cases involving complaints, personalized requests, or special needs.
Within the Hotel Operations Management and Hospitality Technology modules, I learned that technological innovations must be adapted to the hotel's operational context. For example, a large hotel chain might implement AI aggressively, but in a small, boutique, or family hotel, the added value comes from human interaction.
Conclusions and Recommendations
AI has the potential to transform how Front Office operations function in hotels, but in a small hotel like this, success lies in balance: technology should assist employees, not replace them. Where hospitality is personal and direct, human contact remains key.
A compromise solution could be achieved by integrating chatbots for simple inquiries outside of operating hours and automating check-ins with the option for human interaction.
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