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The Sunday Winchester Wessex Hotel (formerly Mercure Wessex Hotel) is in central Winchester and offers a mix of history and modern features, making it popular with both business and leisure guests. I was responsible for checking in and out guests, assigning rooms, coordinating services and using the OPERA and Protel software. I decided to focus on three main learning goals: better communication with guests, mastering PMS/CRM systems and learning about supervisory roles in making operations more efficient.
[bookmark: _Toc199891434]Section 1: Reflection Using Gibbs’ Reflective Cycle
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Figure 1: Gibbs’ Reflective Cycle (Gibbs, 1988)
Description 
While working at Sunday Winchester Wessex Hotel for 10 weeks, I was placed at the Front Desk as an Assistant. I was responsible for greeting guests, managing their arrivals and departures, taking care of online and walk-in bookings, answering questions and resolving small guest issues. I also worked with housekeeping to make sure rooms were ready on time. I also spent time observing the front office supervisor, which helped me understand how leaders manage their time, set priorities and make decisions quickly. I was introduced to the Opera PMS, which was the main tool used by the hotel to handle reservations and customer information.
Feelings 
At first, I was nervous because I didn’t know how the hotel worked and couldn’t predict what guests would do. Since the front desk environment is always changing, I had to adapt quickly, which was very challenging in the first week. But as I got used to the standard procedures and formed relationships with guests and staff, I felt more confident. Being praised by my supervisors and solving tough problems made me feel proud and capable at work.
Evaluation 
Working in this position allowed me to gain important skills that I can use in other jobs, such as multitasking, communicating with guests and resolving conflicts. Seeing leadership in action was very helpful, especially when dealing with crises. At first, I had some difficulties with Opera PMS because I had not used it before. When the Hotel was very busy, the need to serve quickly and accurately sometimes led to mistakes or delays, showing that the team needed better ways to handle stress.
Analysis 
After reflecting on the experience, it is obvious that democratic leadership influenced the department’s work environment. Supervisors supported open discussions and allowed team members to act on their own, following Lewin’s leadership theory (1939). Good communication was key to both guest satisfaction and the coordination of staff, especially when checking rooms and handling complaints. Technology was very important in the process. The Opera PMS made things more efficient, but it also revealed that errors happened when staff were not properly trained (Gajić et al., 2024). A system error resulted in a double booking, but by staying calm and working together, I was able to rebook the guest and make sure the brand’s reputation was not affected. I once assigned a guest to a room that was already full during the busiest check-in time. My supervisor stepped in and showed me how to fix the problem. They made it clear that being skilled and having team support mattered a lot.
Conclusion 
In hindsight, I should have requested earlier access to PMS tutorials or hands-on demonstrations. This would have reduced errors caused by the system and made things more efficient. I also understood that being more involved with my supervisor during the busiest times could have helped me grasp how to prioritise and handle stress better.
Action Plan 
I intend to take an online course in Opera PMS and earn a certification to improve my skills. I will also develop a personal checklist to help me handle the busiest times of the day. I am working on becoming more assertive by acting out guest scenarios and joining hospitality workshops to learn leadership skills. By following these steps, I will be better prepared to manage supervisory tasks in future jobs.
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Issue: PMS Usability and Integration Challenges
One major issue I noticed at the Sunday Winchester Wessex Hotel was that the Property Management System (PMS) was not user-friendly and did not integrate well with other systems. The front desk was using an older version of Opera PMS, which did not connect well with CRM or housekeeping systems. Because of this arrangement, many delays in check-in/check-out, double bookings and inconsistent records for guests, which negatively influenced both the service and the staff. The main reasons were that staff were not trained enough and the software did not have enough features. At first, a lot of us, including me, did not have the technical skills to use PMS smoothly, which caused delays in our work. This is consistent with the Technology Acceptance Model (TAM) (Davis, 1989), which suggests that how easy a system is to use and how useful it is affect user acceptance (Das, 2023). As a result, both aspects were weakened, which caused the system to be used less and made users frustrated.
The issue is also related to Service Delivery Theory, which highlights that smooth operations behind the scenes can improve how customers feel (Abdelmoaty and Soliman, 2020). If administrative tools do not meet real-time needs, frontline staff experience more stress, which can lower both employee morale and customer satisfaction. Modern literature agrees with these conclusions. Johnston et al. (2012) stress the importance of having integrated service systems, and António and Rita (2021) point out that performance gaps can occur when technology is not in line with training. In addition, Said (2023), digital transformation in hospitality points out that good UI design and compatibility between systems are necessary for smooth operations and excellent customer service. This issue is connected to the Hospitality Business Systems module, mainly focusing on how systems are integrated, users are trained, and technology is adapted (Bardi, 2010). To stay competitive and make guests happy, it is necessary to keep staff trained and update the systems regularly.
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Trend: Increased Use of AI and Automation
A major trend in hotel administration is using AI and automation in the front office. Hotels are using AI-powered chatbots, automated check-in kiosks and voice-activated assistants to improve their guest interactions (Vinnakota et al., 2023). They offer support at any time, help streamline daily tasks and lessen the need for people to handle routine inquiries and transactions (Ivanov and Webster, 2020). While I was there, it was clear that the management wanted to use automated kiosks at the front desk to improve efficiency and deal with the labour shortages caused by the pandemic.
The effects of these advancements on the front desk are varied. Automation can help staff work less, serve guests faster and make them happier with the convenience and speed of the service. However, it can make the guest experience less personal, which is important in an industry where being friendly and understanding matters a lot (Buhalis and Leung, 2018). I noticed that guests often appreciated personal attention, especially when dealing with complaints or special requests which AI cannot provide. Researchers agree that balance is necessary. Ristova and Dimitrov (2019) argue that while digitalisation improves service, too much automation can weaken the bond between hotel staff and guests. As a result, hotel front desk operations will rely on a hybrid approach, using AI for routine tasks and allowing staff to focus on personal service (Bisoi et al. 2020). Successful use of AI in hospitality administration will depend on integration, not complete replacement.
[bookmark: _Toc199891437]Conclusion
Being at the Sunday Winchester Wessex Hotel helped me achieve all three learning objectives: better communication, improved PMS skills and understanding supervisory duties. I developed better relationships with others, learned more about how things work and became more confident in stressful situations. It showed that both soft skills and technology are essential in managing a hotel. This experience has made me more confident in my ability to lead in hotel operations, with a greater focus on excellent service for guests.
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