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My placement was in the DoubleTree by the Hilton Southampton Hotel. The hotel has a comprehensive operation also involving administration. This includes front desk or reception, sales, revenue, finance, and human resources. During my placement period, I had several shifts in reception, and this is the area I am choosing to reflect on in this log. The front desk is crucial for the hotel because it is the first point of contact for the guests. So, working at the front desk requires having communication, organisational and critical thinking skills (Bigwanto et al., 2024). My key objectives were improving my customer interaction skills, developing leadership abilities and having a better understanding of the hotel's administrative system for property management and reservation. 
[bookmark: _Toc199899083]Section 1: Role Reflection
Description
I worked in various shift timings in reception, which helped me to have a well-rounded understanding and shaped my expectations. I believe the front desk is not only central to administration but the entire hotel's operations. I was primarily responsible for checking guests in and out, processing bookings and addressing their queries. I also had to coordinate with other teams from time to time. Every day I closely shadowed my supervisors to learn from their ways of managing operations and tried my best to maintain communication. I observed them leading the team by delegating tasks, coordinating between teams, addressing miscommunication and conflicts, and solving issues. Meanwhile, supervisors used PMS (property management systems) and reservation software to manage bookings, optimise workflow, and address our queries. 
Feelings
I was overwhelmed in the beginning seeing the guest volume, having to do non-stop interactions, and still maintaining professionalism even in this fast-paced setting. Sometimes, I got multiple customers at once asking for different information or wanting to make reservations. For instance, one evening during my shift, we suddenly got a request from a long-term client for an emergency booking for a party reservation. We had a big reservation because of an ongoing conference meeting that got cancelled last minute. So, the front desk agreed to the client's request but it also meant rearrangements in the venue, and coordinating with other teams to ensure that they could modify the menu, serving and logistics. We did not have enough time on hand and it was a stressful situation. However, I had to adapt myself to overseeing the high work pressure in this environment and still maintain my professionalism, communication, and organisational abilities. This helped me to become more confident. 
Evaluation
The supervisory role was an important aspect of reception operations because it directly had an impact on the operational effectiveness. During this sudden change, I closely observed our supervisors constantly working to make sure that we were well-informed to manage basic queries and in case of complex issues, they informed us of where to communicate for more information. They coordinated and confirmed the revised details with other teams. Moreover, they also streamlined the tasks by using PMS and enabled the staff to understand their tasks based on the venue and event. This was crucial for streamlining operations and ensuring a high consumer satisfaction level. I realised that working in a supervisory role involves having leadership, organisational, and communication skills. They also had to quickly make decisions and adapt on the spot to resolve concerns or resolve issues among teams. In addition, they also need technical skills for using PMS and CRM (customer relationship management) software for quicker processing and better outcomes. 
Working in reception, I realised that I was comfortable with guest interactions even under pressure. However, my main issue was with multitasking, especially during peak hours. I realised that without organisational abilities this cannot be done.
Analysis
One of the supervisors used the PMS software to create a structured process of check-ins and outs for party guests as per the venue and spaces allotted for this. This made sure the event venue and additional rooms they requested were all allocated and specified even before they arrived. So, it helped with reducing waiting times and we quickly processed guests despite this being so sudden and last minute. So, this can be aligned with the Lean Management Theory, which probes for constant improvement and effectiveness (Perdomo-Verdecia et al., 2022). By streamlining the process, we could attend to the guests and arrange everything smoothly. However, we still faced a major delay one weekend because of a lack of coordination between the front desk and the housecleaning crew. The rooms were not ready, and some guests had to wait a long time. They were visibly frustrated, which created customer dissatisfaction. 
From working in this role, I realised that I have developed excellent communication skills and can actively engage guests to make them feel valued and acknowledged. However, I still need help with multitasking and organisational skills especially when I have to address multiple guests at once. I also realised that I could coordinate between teams and from shadowing supervisors I could work on my leadership abilities. 
Conclusion
Due to working in this role, I realised that supervision and initiative-taking leadership significantly matter for smoother operations. I also realised that I need technical knowledge and skills to work effectively using PMS. Meanwhile, organisational skills are needed for multitasking and improving my customer interaction abilities. Observing my supervisors helped with my practical learning. 
Action Plan
	Skill
	Activities
	Timeline

	


Organisational and multitasking skills
	Learning about time management and priority-based task management from independent research
Utilising checklist and scheduling apps for timely performing my duties
Examining real scenarios in the hotel sector
	3 months

	

Leadership skills in frontline operation
	Getting registered in an industry-specific course for leadership and supervisory abilities
Reading about crisis management from real case studies
	7 months

	
Technical skills in PMS and CRM
	Getting registered in an industry-specific course for this software 
Practicing at home and in training workshops
	5 months
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A major issue in DoubleTree's administration was the lack of training opportunities for front desk staff even though the roles are critical, complex and require particular knowledge. When staff are not trained, it shows in the way of managing guests or responding to their queries and requests (Jetson, 2024). Untrained staff have to ask their superiors repeatedly, which slows down operations even more and overburdens others. It hinders providing seamless service, maintaining service standards, and resolving problems quickly. I realised that because of untrained staff, the situation became more stressful for everyone.
Arwab et al., (2023) emphasise the importance of having structured training sessions for enhancing staff performance in the tourism and hospitality sector. Arora et al., (2024) have noted the high-pressure environment in frontline operations and stated that front desk personnel need to be trained. It is critical for the staff to receive constant learning scopes to work on their skills and knowledge to address situations. Meanwhile, Antonio and Mamaclay (2024) emphasised offering competency-based learning programmes for hotel staff to support their professional development and adaptability. I noticed some staff struggling with PMS during rush hours while also responding to their queries. This caused even more delays, and it can be addressed with well-structured training programmes. 
This issue can be connected to the Level 5 Personnel Resourcing & Development module. This practical experience reinforced the significance of having robust talent management strategies in HR (Manoharan and Ashtikar, 2025). This is crucial for onboarding and training staff seamlessly before they are placed in high-pressure roles. As the module emphasised training models and talent management, it was the most relevant selection. 
[bookmark: _Toc199899085]Section 3: Future Trends in Hotel Administration
With emerging technologies and changes in consumer expectations, the hotel sector is also evolving over time. Artificial Intelligence (AI) is among the major trends that can be observed in hotel operations, especially administration. Customer interactions and guest processing have changed significantly because of AI-driven virtual assistants, chatbots and concierge services (Štilić et al., 2023). They can address basic queries and standard repetitive tasks like check-in and out. For instance, the Edwardian Hotel has its own AI-powered chatbot named Edward that can resolve queries about rooms and reservations (Fernandes et al., 2024). This reduces workload and pressure on front desk staff and gives them time to manage other and more complex tasks. 
However, my observation says guests do not want to rely on technology for everything and they still seek human staff for certain tasks. Based on this, I realise that in the future front desk staff will also need training for handling AI systems apart from the advanced PMS and CRM tools (Manoharan and Ashtikar, 2025). Moreover, they would also need training to understand offering personalised services to guests using these systems for better guest satisfaction.
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In conclusion, my placement experience was an instrumental learning moment about the front desk. It oversees guests’ check-in and check-outs, makes reservations for accommodation and events, coordinates with other departments and addresses their queries. I also achieved my objectives during this period. 
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