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[bookmark: _Toc200750699]Introduction
During my 10-week Level 6 hotel placement, I had the invaluable opportunity to gain hands-on experience within the Front Office and Guest Services department at the ibis London Stratford. This department serves as the primary contact point for guests, managing arrivals, departures, and all in-house needs. Its core offerings include seamless check-in/check-out processes, efficient reservation management, providing local information, and handling guest inquiries and complaints, ensuring a positive stay. The Front Office also plays a crucial administrative role, coordinating with other departments to fulfil guest requests and maintain operational efficiency.
Heading into this placement, I established three key learning objectives:
· To enhance my proficiency in utilising Property Management Systems (PMS) for guest services, understanding its direct impact on operational flow.
· To develop advanced problem-solving and de-escalation skills in high-pressure, guest-facing situations, ensuring guest satisfaction.
· To gain a comprehensive understanding of inter-departmental collaboration necessary for delivering exceptional guest experiences, positioning the Front Office as a central communication hub.
[bookmark: _Toc200750700]Section 1: Role Reflection
To reflect on my experiences, I will be using Gibbs' Reflective Cycle (1988). 
· Description of Role: My role during the placement was focused on providing support within the Front-of-House and Guest Services area. Key responsibilities included assisting with the front desk operations, which encompassed greeting guests, handling general enquiries, and supporting the check-in/check-out processes. I was also involved in administrative tasks such as filing and data entry, particularly related to guest profiles and reservation details. A significant part of my experience involved observing how the team managed guest complaints or special requests and collaborating with different departments to meet guest needs.
I observed a predominant leadership approach best described as a blend of democratic and situational leadership within the Front-of-House. Managers often encouraged team input on daily operational issues and scheduling, fostering a sense of ownership among staff (Casado, 2012). During high-pressure situations, however, such as sudden influxes of guests or system issues, their style would shift to a more authoritative, directive approach to ensure swift problem-solving and maintain efficiency. This adaptability was generally effective.
· Feelings: My initial induction and training, provided by the supervisory team, were crucial in quickly familiarising me with key procedures such as guest check-in/check-out processes, handling reservations, and customer service standards aligned with Accor brand policies. During particularly busy periods, such as peak check-in times or when unexpected issues arose, I often felt a mix of pressure and a surge of adrenaline, driven to assist the team effectively.
· Analysis: Their supervisory role had tremendous effect on efficient running of the department as they organized and gave structured directions and promptly responded to challenges in real time. An example was when I witnessed a supervisor skilfully handled an issue whereby the PMS was momentarily slow during a large group check-in. The fact that they chose to verbally pre-allocate rooms and assure guests instead of waiting on the system demonstrated outstanding organisational problem-solving and communication skills, as it avoided a huge queue and guest discontent. 
· Conclusion: This set of experiences emphasised the invaluable nature of prominent work-based skills, such as leadership, communication, and problem-solving, alongside technical understanding of systems, such as PMS, in streamlining administrative practices (Martin, 2020). My advantage is that I remain calm in stressful situations and the desire to study and improve is strong. I, however, realized a weakness of mine, that is, sometimes being reluctant to act more proactively, independently, without clear supervisory authorization, particularly when it comes to dealing with guest expectations during peak times.
· Action Plan: I’ve learned that effective supervision not only provides oversight but also empowers staff through clear guidance and by modelling essential operational and soft skills. My action plan for professional development includes:
1. Proactively seek opportunities to practice independent decision-making in low-risk scenarios, documenting outcomes for review.
2. Request additional training or shadowing opportunities focused on advanced PMS features and troubleshooting.
3. Actively practice de-escalation techniques through role-playing and seeking feedback on communication during challenging guest interactions.
[bookmark: _Toc200750701]Section 2: Discussion of Key Hotel Administration Issues
One significant administrative issue I recognised within the ibis London Stratford, directly impacting Front Office operations, is the occasional sub-optimal performance and integration of software systems, particularly the PMS. As observed during my placement, instances of system slowdowns or minor glitches, especially during peak periods, directly impede the efficiency of crucial administrative tasks like check-ins and check-outs. This issue extends beyond mere inconvenience, potentially leading to increased wait times for guests and heightened stress for staff. Das (2023) argue that a hotel's competitive advantage is increasingly tied to its technological infrastructure, noting that inefficient or poorly integrated systems can lead to decreased productivity, data inconsistencies, and ultimately, guest dissatisfaction. Bourne, et al. (2018) emphasise that while PMS are foundational, their effectiveness is only as good as their reliability and the seamless flow of information between connected modules and other departmental systems (e.g., CRM or finance tools).
My practical experience at ibis London Stratford directly correlates with these academic insights. The supervisor's quick thinking during the PMS slowdown, as discussed in Section 1, prevented a major operational bottleneck. However, this incident underscored the vulnerability to system interruptions. While the staff demonstrated impressive adaptability and problem-solving to mitigate the immediate impact, the underlying issue of system reliability remains. Effective information flow is crucial, and any lag or discontinuity in the PMS can ripple through administrative processes, affecting everything from room allocations to billing (Moyeenudin, et al., 2018). This discussion is connected to the academic component of Information Systems in Hospitality. The experience strongly depicts the practical implication of theoretical learning in this module, especially the significance of system resilience and user competence in using technology to achieve operational excellence.
[bookmark: _Toc200750702]Section 3: Future Trends in Hotel Administration
Hotel administration is a fast-changing landscape with major occurred changes brought about by technology and consumer expectations changes. The trend of augmented application of Artificial Intelligence (AI) in hotel management is one of the most influential future trends. Virtual assistants and chatbots AI are becoming widespread to handle initial guest requests and bookings, and even in-room commands, according to Avula & Sithole (2024), who mention the potential of AI to optimise repetitive work and improve personalised guest experiences. This severely affects the Front Office as it might decrease the amount of basic, routine questions, freeing up employees to handle more complicated guest requests that involve human understanding and troubleshooting (Mandić, et al., 2023). I have personally dealt with simple guest requests at ibis, and I can already say how time-consuming these procedures can be, which is likely an obvious field of AI productivity. Moreover, the shift in consumer expectation is driving hotels to more integrated, technological and customized services. Guests now expect mobile check-ins, keyless entry, and instant access to information, often preferring digital channels over face-to-face interactions for efficiency (Mahalakshmi & Bharath, 2025). This trend is supported by my observation of the fast check-in/check-out procedure as a necessity in ibis; any technological slowdown will be in direct opposition to these changing anticipations.
The Front Office will likely see its role transform from primarily transactional to more relationship focused. Staff may become 'experience managers,' leveraging AI tools to understand guest preferences and intervene with high-touch service when truly needed, rather than performing repetitive administrative duties. This shift will demand new skill sets from front office personnel, including greater technological literacy and advanced interpersonal skills for managing complex guest situations, directly building on the problem-solving and de-escalation skills I began to develop (Vallen & Valen, 2014).
[bookmark: _Toc200750703]Conclusion
This placement was profoundly insightful, significantly enhancing my customer service, organisation, and communication skills. I successfully achieved my learning objective of improving PMS proficiency through hands-on application and gained valuable experience in problem-solving under pressure. Furthermore, observing inter-departmental collaboration reinforced my understanding of holistic guest experience delivery. The experience solidified my commitment to a hospitality career.
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