











BA International Hotel Management
BMIH6004 Managing Hotel Administration

Student Name: Madalina Iuliana Cotovanu
Student ID: 2225041

Module Leader: Jessica Newport
Word Count: 1348

IBIS Hotel Plymouth is a limited-service hotel run by the global Accor brand. The hotel mainly serves short-stay travellers, including families, business guests, and contractors. My ten-week placement was in the front desk department, which handles all guest contact. The front desk team handles bookings, payments, check-ins and check-outs, guest complaints, and general inquiries. This department also communicates with housekeeping, maintenance, and food services (Ibis Plymouth, 2025).
I chose to work in this department because I wanted a genuine customer-facing experience in a hotel. I also wanted to understand how front office software supports service and staff decision-making. I had three primary learning goals. First, to learn how to use PMS systems such as Opera. Second, to build communication skills in fundamental guest interactions. Third, to understand how team leaders support front desk operations through planning and control.
To reflect on my experience, I used Kolb’s reflective cycle. Kolb (1984) explains that learning happens in four stages: Concrete Experience, Reflective Observation, Abstract Conceptualisation, and Active Experimentation. This cycle enables learners to transform real-life experiences into lasting learning. I used this model each week to reflect on my front desk duties.
[bookmark: _Toc200762760]Concrete Experience
My role involved handling check-in and check-out processes, maintaining guest information, and utilising the system. I worked under the supervision of the front office manager and shadowed a senior receptionist. I used the Opera system for bookings, payments, and guest requests. On a busy Friday, the system crashed during checkout time. A guest needed their invoice quickly, but we were unable to print it. I had to write the bill by hand and process the card manually.
Bardi (2010) explains that front desk staff must be aware of backup methods in case systems fail. That moment was stressful, but I completed the task correctly and stayed polite throughout.
[bookmark: _Toc200762761]Reflective Observation
After that day, I reflected on what I did well and what I could improve. I stayed calm and followed the correct steps, but I did not inform the guest early enough. Johnston et al. (2012) state that communication is vital during service interruptions. My supervisor told me that being proactive helps reduce guest frustration. The team also team worked better when roles were assigned. Fallon and Rutherford (2010) say that defined task-sharing reduces confusion during peak hours. At IBIS, morning shifts began with a quick team briefing. These meetings helped everyone understand their roles and daily targets.
Another example was a guest complaint about noise near their room. I reported it quickly, but I did not offer any apology. Afterwards, I understood that showing empathy matters more than just solving problems. Vallen and Vallen (2014) write that front desk staff must manage both facts and guest emotions. That situation helped me realise how soft skills make a big difference in guest experience.
[bookmark: _Toc200762762]Abstract Conceptualisation
From these experiences, I learned key lessons about teamwork, leadership, and system training. The hotel's PMS tool (Opera) staff members did not fully understand all the features and relied solely on simple tasks. This caused delays when more complex changes were needed. Bardi (2010) suggests that PMS training should encompass not only booking but also problem-solving. My academic learning in "Front Office Operations" had prepared me with some theory. That module taught me about the use of hotel software and the importance of fast response.
I also realised how leaders build motivation and reduce stress. During one shift, the supervisor rewarded the team with praise for handling early check-ins well. Hagg (2013) notes that positive feedback builds energy and confidence in service teams. From that day forward, I made an effort to support my colleagues more and maintain a positive tone even under pressure. I understood that even small actions can significantly impact team dynamics and guest mood.
[bookmark: _Toc200762763]Active Experimentation
In later weeks, I applied what I had learned to new tasks. I created a small checklist of system steps for early check-in and billing. I also started speaking more clearly and slowly to guests who were confused. I asked my supervisor for training on responding to guest complaints. I practised showing empathy, giving options, and staying professional. ASET (2017) says placement learning becomes powerful when students actively test new skills.
I also prepared early for each shift by checking room reports and guest notes. Fallon and Rutherford (2010) suggest that proper shift preparation reduces service errors. I applied this advice and found that I worked faster and more confidently. My manager gave me good feedback in week nine. He said I had become more independent and helpful during busy hours.
[bookmark: _Toc200762764]Section 2: Administrative Issue – PMS System Training
One key issue I observed at the IBIS Hotel Plymouth was the lack of training on Opera. While the system is handy, most staff only know basic features. This slowed down service and increased guest complaints. One staff member was unable to add a note to a group booking. She had to wait for help, which caused delays and guest frustration.
Johnston et al. (2012) explain that service quality drops when system users are unsure or under-trained. In my case, I learned the basics fast but saw other staff struggle with manual functions. Vallen and Vallen (2014) say that hotels must provide regular software training, not just initial sessions. This did not happen at IBIS. New staff members received only a brief tutorial and learned the rest from their colleagues.
This issue also links to my learning in the "Front Office Operations" module. That module discussed how PMS tools help front desk teams with daily decisions. I recall writing an assignment comparing the features and user training of  OPERA systems. That research helped me understand why weak PMS skills harm hotel performance.
To improve, IBIS should provide monthly refresher training accompanied by task-based tutorials. Fallon and Rutherford (2010) recommend using digital guides and screen recordings to help staff learn. Bardi (2010) also supports regular roleplay and system testing to build user confidence. Without these efforts, errors and delays will continue to harm guest satisfaction.
[bookmark: _Toc200762765]Section 3: Future Trends in Front Desk Administration
The front desk role is evolving due to technological advancements and shifting guest expectations. Many hotels are incorporating AI-powered kiosks, mobile check-in options, and digital concierge tools. Hotel Owner (2025) reports that Hilton has introduced self-service kiosks in multiple hotels in the UK. These tools enable guests to check in without waiting in line.
During my placement, IBIS Hotel Plymouth did not use kiosks or mobile check-in tools. However, many guests asked for these services. Some guests also asked for digital invoices and contactless upgrades. Fallon and Rutherford (2010) state that hotels must follow guest trends to stay competitive. At IBIS, the current systems are not yet adapted to these new habits.
The use of AI is also on the rise. AI chatbots can now answer simple guest questions 24/7. Johnston et al. (2012) note that digital tools help reduce the workload at the front desk during night shifts. QAA (2018) recommends that students should learn to use future-facing tools during placements. Front desk staff should be trained to support both digital and human service roles. Otherwise, service quality may drop when guests do not receive proper guidance.
Digital habits are also changing service needs. The Caterer (2025) notes that modern hospitality staff must effectively blend technology and guest interaction. This means hotels must invest in both software and people. IBIS Plymouth can improve by offering app-based guest communication and mobile keys. Staff should be trained to manage both in-person and digital services smoothly.
[bookmark: _Toc200762766]Conclusion
This placement helped me turn theory into real experience in hotel front desk work. I learned how to utilise systems, resolve guest issues, and collaborate with a service team. Using Kolb's Learning Cycle (1984) helped me reflect on each situation. I identified my weaknesses, developed new skills, and applied them to real-world tasks.
I achieved all three of my goals. I learned to use hotel software, communicate with guests, and support the team. I also identified one main issue—weak system training—and explored ways to fix it. I now understand how trends like digital tools and AI are shaping hotel operations.
This experience has helped me grow personally and professionally. I am more ready for future work in hotel administration and guest service.
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