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Introduction
In this reflective learning log, my initial intention was to focus on the Front Desk department at Coldra Court Hotel in the UK, as it plays a central role in hotel administration handling check-ins, check-outs, reservations, and guest communication. However, during my 10-week Level 6 placement, I was not assigned to the front desk as expected. Instead, I took on the role of a Host, which involved similar administrative duties such as greeting guests, managing arrivals and departures, responding to enquiries, and liaising with other departments. Working closely with the front desk and concierge teams, I gained meaningful experience in guest service and daily hotel operations. As a result, my learning objectives evolved to reflect my role within the hosting team rather than the reception team. The three revised learning objectives were:
To acquire advanced interpersonal and professional communication skills.
· To enhance technical expertise in the operation of hotel administrative systems.
· To understand how leadership influences hotel operations.
[bookmark: _Toc200642580]Section 1: Role Reflection 
To critically analyse my experience, I used Gibbs’ Reflective Cycle, which consists of the following six stages.
[bookmark: _Toc200642581]Description
[bookmark: _Toc200642582]During my placement at Coldra Court Hotel, my role as a Host was varied and closely linked to front desk administrative tasks. I was responsible for welcoming guests, verifying reservations, acknowledging special occasions such as honeymoons or birthdays, coordinating room preparations with housekeeping, and managing arrival times. I also updated the Property Management System (PMS) with guest preferences, ensuring that VIP guests received an enhanced level of service.

Feelings
At the beginning of my placement, I felt both excited and under pressure. The role demanded not only administrative precision but also a high level of guest interaction. I particularly felt anxious when handling the preferences of guests celebrating special occasions, as I was aware that any mistakes could negatively impact their experience.
[bookmark: _Toc200642583]Evaluation
The department supervisor demonstrated strong leadership through pre-shift briefings, effective task delegation, and training of new staff. These qualities combined with clear communication and problem-solving skills enhanced service efficiency and reduced errors (Fallon and Rutherford, 2010). On one occasion, a group reservation issue was resolved swiftly through prompt coordination between the front desk and housekeeping, underscoring the value of interdepartmental cooperation.
[bookmark: _Toc200642584]Analysis
During my Level 6 placement at Coldra Court Hotel, I encountered a situation where a guest had reserved a table at the hotel’s restaurant, The Rib, through the front desk. However, the team forgot to inform the hosting staff, so no table was prepared when the guest arrived. My supervisor and I handled the situation promptly and professionally. We sincerely apologised for the oversight and explained that, due to how busy the restaurant was, there would be a 30-minute wait for a table. To ensure the guest felt valued, we offered complimentary drinks during the wait. Although initially disappointed, the guest appreciated our honest and empathetic response. This experience highlighted the importance of clear interdepartmental communication, as well as the value of staying calm and solution-focused under pressure.
Another relevant example comes from my Level 4 placement at the same hotel, where I worked at the front desk. I learned the importance of technical accuracy in daily operations, particularly when using the Property Management System (PMS) to access guest information and process payments. Challenges often arose during peak check-in times, especially with last-minute bookings. On one occasion, I mistakenly assigned an already-occupied room to a new guest, having misread the room status. Fortunately, my supervisor responded calmly and guided me through resolving the issue. They emphasised the importance of confirming room availability with housekeeping before assigning rooms a simple but vital step I’ve valued ever since.
[bookmark: _Toc200642585]Conclusion
This experience highlighted my strengths in interpersonal communication and multitasking, which are essential in a guest-facing role. However, it also revealed areas for improvement, particularly in system accuracy and time management. Recognising these weaknesses has helped me focus on developing more attention to detail when using hotel systems and better prioritising tasks during busy periods.
[bookmark: _Toc200642586]Action Plan
· Complete full training modules on the operation of the Property Management System (PMS).
· Attend time management workshops to improve efficiency during peak periods.
· Seek mentorship to further develop leadership abilities and problem-solving skills.
These reflections reinforced my understanding of the holistic nature of the hosting role and the importance of effective leadership and technical competence in delivering high-quality service.
[bookmark: _Toc200642587]Section 2: Management Administrative Issue
A significant administrative challenge I observed at Coldra Court Hotel was the inconsistent application of health and safety practices, particularly in relation to manual handling at the front desk. Front desk staff regularly assisted guests with luggage or retrieved items from storage, yet formal training in manual handling appeared inconsistent (Roussakou and Carayanni, 2025). I often saw staff lifting heavy bags without proper technique or working in cluttered back-office areas, increasing the risk of musculoskeletal injuries and slips (Huo et al., 2021). Under the Health and Safety at Work Act 1974, employers must provide safe working systems, including adequate manual handling training (Cheong and Law, 2023).
This observation aligns with academic literature, which highlights that front-of-house staff are particularly vulnerable when clear health and safety procedures are lacking (ASET, 2017). Inadequate or non-specific training may lead to avoidable injuries, lower efficiency, and staff dissatisfaction (Gilbert & Whalley, 2004). During my placement, a colleague sprained their wrist while lifting a box of promotional materials unaided. This not only disrupted service but also required a sudden rearrangement of staff duties (Johnston, Clark and Shulver, 2012).
By contrast, Ciarlante, Mejia and Broker (2024) found that integrating health and safety into daily routines through visible signage, regular refresher training, and supervisor involvement significantly improves compliance. I witnessed this in areas where visual guides were displayed near storage zones, and staff followed handling procedures more consistently.
Although the issue wasn’t treated as immediately urgent, it clearly had the potential to affect both operations and staff morale (QAA, 2018). This experience deepened my understanding of how administrative policies—such as health and safety—directly influence operational outcomes and employee well-being. It also reinforced academic content on workplace compliance and management practices, demonstrating their practical impact on service quality and legal responsibility, even when not explicitly labelled as such.
[bookmark: _Toc200642588]Section 3: Future Trends in Hotel Administration
My placement experience, along with current academic research, suggests that the future of hotel administration particularly within hosting is evolving rapidly, driven by advancements in technology and shifting guest expectations.
[bookmark: _Toc200642589]Increasing Use of AI
The growing use of Artificial Intelligence (AI) and automation is a major trend shaping hotel administration. Many large hotel chains now use AI-powered chatbots and virtual concierges to handle guest enquiries, manage bookings, and facilitate check-ins (Thoriq et al., 2024). During my placement as a Host, I saw how AI could automate many routine administrative tasks, such as greeting guests, providing basic information, and managing arrivals. For instance, AI kiosks could ease congestion during peak check-in times, enabling Hosts like myself to focus more on personalised guest interactions (Thoriq et al., 2024).
[bookmark: _Toc200642590]Cloud-Based PMS
Another key trend is the increasing adoption of cloud-based Property Management Systems (PMS), which offer real-time updates, mobile access, and integration with Customer Relationship Management (CRM) and housekeeping systems (Cheong and Law, 2023). During my placement as a Host, I often had to check room readiness manually with housekeeping an inefficient process made worse by the limitations of Coldra Court Hotel’s traditional system. Research indicates that integrated cloud-based systems enhance interdepartmental coordination and reduce errors such as double bookings (Wood, 2013).
[bookmark: _Toc200642591]Consumer Expectations
Consumer expectations are evolving rapidly, particularly among younger travellers who now expect digital conveniences such as mobile room keys, express check-in, and contactless payments (Cheong and Law, 2023). During my placement, I observed guests expressing frustration with our slower, manual procedures. To meet these expectations, Hosts must be digitally literate and adaptable. Working with basic PMS tools helped me develop foundational skills, but also highlighted the need for ongoing digital upskilling. By keeping pace with these trends, future Hosts can move beyond transactional tasks to deliver seamless, guest-focused experiences (Vallen and Vallen, 2014).
[bookmark: _Toc200642592]Conclusion
My experience as a Host at Coldra Court Hotel provided a valuable platform for professional growth. Applying Gibbs’s Reflective Cycle allowed me to critically assess operational challenges, administrative systems, and supervisory leadership. I identified a key issue—health and safety practices—and explored emerging trends transforming front office functions in the hospitality sector. Of the three learning objectives I set, I achieved two measurable goals: improving my communication skills and developing technical proficiency in hotel administration systems. While I gained useful insights into leadership, I recognise the need to build greater confidence in supervisory decision-making.
Overall, this placement effectively bridged academic theory and practical experience, deepening my understanding of hotel administration and preparing me for future roles in the hospitality industry.
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