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Introduction
During my hotel placement, I worked at Holiday Inn Sunderland - City Centre. I spent most of my time in the Front Office. This is the first place where guests come, so it is very important. The staff greet people, check them in and out, and help with questions. I also helped with bookings and payments. I had my first job in a hotel which was a valuable experience for me. I wanted to improve my ways of interacting with guests, use the system in the hotel and cooperate well with my colleagues.


[bookmark: _heading=h.7zbkerixa447]Section 1: Role Reflection
In my placement at Holiday Inn Sunderland, I worked in the front office. I welcomed guests, checked them in and out, gave them keys, and answered questions. I also booked tables for breakfast and dinner, helped with car parking, and made sure extra items like pillows were sent to rooms. Sometimes, I worked in the back office to update guest records and answer emails. I used the Opera system to do most of the work.
To reflect on my experience, I used Gibbs’ Reflective Cycle (Gibbs, 2020). One day, a guest said their room was too noisy. I stayed calm and listened carefully. I found them a quieter room and helped them move. They said thank you and smiled. Another day, a guest needed breakfast early. I spoke to the kitchen team and made sure the food was ready. These moments taught me how important it is to work with others and speak kindly.


[bookmark: _heading=h.gmqqqzi1sn4o]Section 2: Hotel Administration Issue- Training
In my placement at Holiday Inn Sunderland, I saw that training was not always the same for everyone. I had online training and was shown how to use the systems and talk to guests. But one of the new staff did not get the same help. He was confused about how to take payments and book tables. He made a few mistakes, and this caused delays at the front desk.
Training is very important in a hotel. If staff are not trained well, they get nervous, and service becomes slow. Armstrong and Taylor (2020) explain that good training makes staff feel ready and helps them give better service. I saw this myself. When people are trained, they can help guests faster and more politely.


[bookmark: _heading=h.5qrayf2o4ech]Section 3: Future Trends in Hotel Administration
In my hotel placement, I saw that technology is becoming more important in front-office work. One big change was the use of QR codes for faster check-in. Guests could scan the code and fill in their details before arriving. This saved time at the desk. Some guests liked it, but older guests were confused and still came to us for help. I had to explain how it worked or do the check-in myself.
Technology is growing, but people still want human service. Wood (2018) says that guests still expect smiles, soft voices, and helpful staff and I agree with that. Even with QR codes and online systems, many guests asked for face-to-face support. I think we must use both machines and people together.


[bookmark: _heading=h.zgj8p54ehr7d]Conclusion
During my hotel placement at Holiday Inn Sunderland, I learnt a lot about how the front office works. I started with three main goals: to improve my customer service, understand front desk systems, and build better communication with team members. I feel I have made good progress in all of these.


[bookmark: _heading=h.kbsolkbzib8a]References
Armstrong, M. and Taylor, S. (2020) Armstrong’s Handbook of Human Resource Management Practice. London: Kogan Page.
Gibbs, G. (2020) Learning by Doing: A Guide to Teaching and Learning Methods. Oxford: Oxford Polytechnic.
Wood, R.C. (2018) Key Concepts in Hospitality Management. London: SAGE Publications Ltd.

image1.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David





