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During my placement at Delta Hotels Swindon, I was appointed to the front office reception department. Being at the first point of contact for the guests, the front office department always plays an important role in terms of shaping the overall customer experience. It is responsible for managing check-in and check- out of the guests, handling reservations of rooms, solving guest inquiries, and coordinating with housekeeping as well as other departments of the hotel. 
During my placement in this hotel, I hope to achieve three specific learning objectives such as development of professional customer servicing skills, building teamwork and multitasking capabilities, and understanding the front office systems and operations. 
[bookmark: _Toc199260699]Section 1:Role reflection
To reflect on my personal experience during my placement in the respective hotel, I am going to apply Gibbs’ reflective cycle which has been described below:
Description
During my placement at Delta Hotels Swindon, I was assigned the role of front office assistant within the reception department. This position has allowed me to experience working with desk employees and supervisors and this has also given me an opportunity of exposure to regular hotel operations. My responsibility was to assist with welcoming guests at the time of arrival, and giving them the room keys. I was also responsible for ensuring a smooth procedure of departure including the feedback collection.
Feelings
While working at the respective hotel, I have felt that leadership within the front office department is highly proactive as well as team-oriented. I have also noticed service-driven leadership in this department where supervisors and managers tend to play a key role of leadership by providing transparent guidance to the employees. The leaders of this department are responsible for studying excellent customer service and professional conduct which can motivate the entire team of the front office to maintain the high standard of the hotel. 
Evaluation
During my placement at Delta Hotels within the front office department, I have noticed that the supervisors are always enthusiastic about fulfilling the responsibility of conducting daily briefings to the employees on the arrival of the VIP. They always try to maintain a professional and calm tone even during the pressure of high pressure. Supervisors make quick decisions on the spot to resolve staff and customer issues. They are highly efficient in terms of managing the load of overbooking by arranging immediate upgrades or some alternative accommodation. I have also observed the application of high-quality administrative software systems such as PMS all Property Management System to manage the bookings and the application of CRM  tools for identifying personalised services to the guests to contribute to their satisfaction and brand loyalty. Through effective communication, appropriate technical knowledge, and proactive problem-solving capacity the supervisors of my department have created a positive workplace environment in which both guests and the staff can feel supported (Xie et al., 2023). 
Analysis
While working in the front office desk at the Delta Hotel Swindon, I faced several challenges such as the challenge of dealing with satisfied and frustrated guests. During the busy check-in times guests I used to face several issues related to room availability, delays in the housekeeping services and several others. To deal with these challenges, I have followed the guidance of my supervisor and I have learnt the significance of remaining calm and active listening. I have also faced the issue of balancing multiple tasks under immense pressure. While working as the receptionist I had to do multiple responsibilities at a time such as answering phone calls, responding to guest queries, communicating with the housekeeping staff, and several others. To manage this challenge I have learned to prioritise tasks and I have used clear communication skills with my team members. One day a group of business travellers had arrived without any previous notice and they needed multiple room bookings and fast check-in along with the facility of conference room access for the next morning. We were not prepared for this urgent booking requirement. To deal with this issue I have applied my communication skill and team working skill. I remained calm and explained the situation to the individual guest and had checked the room availability in PMS.After that, I had to work closely with the other team members to prepare the necessary room. The rooms got ready within the next one hour. Another example that I want to mention is the situation when a guest came to our reception in the evening with the concern about an incorrect charge of his room mentioned in his bill. I applied my problem-solving skills and technological skill. Then I had reprinted the correct version of the bill to resolve the issue.
Conclusion and action plan
My major strengths are communication skills, team collaboration skills, and organisational skills. On the other hand, I have identified my weaknesses as well which are poor problem-solving steel and limited technological knowledge. I have also excessive dependence on my supervisors' guidance. 
Step 1: Enrolling online training course to improve my technical knowledge about the management of hotel property system
Step 2: Using prioritisation techniques to become a pro at multitasking
Step 3: Volunteering to lead a small task
Step 4: Joining online course on hospitality leadership
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At the time of working in the front office desk at the Delta Hotel Swindon, I noticed the existence of a significant gap in employee training, particularly in my front office department. This has affected our daily operation and the potential for guest interaction. Being a newly recruited employee I had to learn through practical experience rather than through a formal training plan or induction. This has resulted in low confidence level among most of the employees. As stated by Mingotto et al., (2021), in the contemporary times one of the significant challenges faced by the hospitality in that industry is a lack of investment in continuous and structured training and development programs. Untrained employees can not only decrease service quality but also restrict digital adoption and innovation capability (Anubala, 2023). In my company, the existence of a training gap has affected employee retention and employee morale and I could relate it to Module 5 of my course. Training is considered as a central function of personnel resourcing and development (Bardi, 2010). This is a strategic principle of human resource management associated with recruitment and development of human capital (Aksoy et al., 2022).
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One of the most crucial future trends in the hotel administration is the increasing use of artificial intelligence (Casado, 2012). According to Fauzi (2023), virtual assistants and AI-powered chatbots are increasingly utilised to deal with basic guest inquiries. During my placement, I have observed the usage of semi-automated PMS to track booking and review guest history. According to my experience, I have felt that front desk jobs are strongly dependent on human interaction, particularly during times of critical problems. Automation technology decreases the need for routine communication but enough full-service hotels such as my hotel data existence of human touch is highly essential (Huang et al., 2021). 
Another significant trend that I have observed is the evolving customer expectations. Over time consumers are demanding contactless check-in and check-out options and there is an increasing value for sustainable products and services (Hagg, 2013). Kumar et al., (2021) argued that after the sudden emergence of the COVID-19 global pandemic, guests have been expecting contactless and seamless experience which must be combined with hyper-personalisation. At Delta Hotel Swindon, I have noticed several guests requesting contactless services such as digital receipts. Anttila et al., (2021) had stated that in contemporary times most guests are focused on customisation and speed but still there is a gap between customer expectations and the available system. 
One of the significant future trends that I have noticed while working at Delta Hotel is the increasing popularity of digital transformation and smart hotel services to manage administrative tasks (Rescalvo-Martin et al., 2021). I have noticed my hotel using a combination of basic CRM and PMS which has allowed the front desk employees to understand customer tastes and preferences. By using AI, my company wants to design personalised greetings to increase customer satisfaction. On the contrary, Cho et al., (2023) argued that integration of the latest technology can be expensive and will require significant employee retraining. During my placement journey, I have noticed some of our senior employees struggling with the updates in the PMS. 
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Finally, this may be concluded that in a modern world of rapid technological advancement, the hospitality industry has been experiencing increasing demand for AI, changing consumer expectations, and integration of technological advancement in administrative tasks. The present learning log has also identified my strengths and weaknesses as a front desk employee. I have realised that I need to work on my problem-solving and critical-thinking skills to strengthen my career in the hospitality industry. 
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