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Hotel Operations Management
The hospitality industry is one of the oldest sectors that has changed over the years as a result of rapid development in information and communication technologies (ICT). In recent years, hotel stakeholders have increasingly integrated technologies to improve their operations, monitor the business environment and enhance their reputation using social media (Leung, 2019). Notably, most hotel managers anticipate that using technologies significantly minimises time spent on different operations and enhances the overall efficiency in performing everyday tasks (Tuominen and Ascenção, 2016). In my experience working with the front desk team at Premier Inn Leeds Hotel, I learned the significance of using technology and ICT systems to manage operations, employees and guests. Being stationed in a busy work environment helped me appreciate how technology can be utilised to streamline processes and enhance efficiency. 
Reflective Practice
Reflective practice is a critical tool to help learners reflect and grow based on their experiences. The ERA cycle is considered one of the simplest and most effective reflection models. It consists of three key stages: experience, reflection and action. In the first phase, individuals will describe something they have encountered before but in a different way or what is new to them (Saragih, 2023). The experience may be positive or negative, and the encounter triggers the individual to engage in a reflective experience where they actively think about what happened. At this second stage, Saragih (2023) explains that the individual will assess their feelings and decide on the subsequent step. This leads to the final phase where people will make decisions based on their experiences and reflection. I have utilised this model to describe my experience with the disconnected systems issue at Premier Inn Leeds Hotel. 
Experience
Premier Inn Leeds is a large facility that accommodates many guests every day, which also implies that there are several departments to serve the clients. The hotel has 76 rooms, a conference room and a restaurant, and it is constantly busy due to its proximity to an airport. Considering that most guests only stay for a single night, housekeeping tends to be a challenge as the staff clean the rooms daily with set time limits. After cleaning is completed, the receptionist usually inspects it and updates the results on the system. There is also an existing technical department responsible for ensuring that room amenities are fully functional, including air conditioning and electrical issues. If something is missing in a room, the housekeeping department is supposed to provide this information and restocking is done every Thursday. The front desk team coordinates the activities of different departments as some, such as the housekeeping unit, do not have a manager. I found this a substantial challenge as front desk members are expected to directly liaise with individual housekeepers to monitor their performance on different tasks. 
Fundamentally, the primary issue I experienced at the hotel is that the different systems are not integrated. Front desk personnel often spend substantial amounts of time overseeing the work of the housekeeping and maintenance units. Considering that the receptionists are also responsible for receiving guests, managing reservations and addressing complaints, we often encountered many distractions that limited our efficiency in the front desk unit. Again, this challenge exposed the staff shortages as most receptionists were actively involved in time-consuming tasks. During shift turnovers, we would have to spend more time clarifying what has already been done and other issues that require the person's attention in the next shift. For instance, a morning shift receptionist would have to create a list of all expected arrivals and share this information with the evening shift staff, and would also include information on the rooms that need cleaning. Although the hotel has an effective system for managing guest bookings, the front desk team experienced challenges coordinating work with various departments. 
Reflection 
Although the hotel’s operations were still running and all tasks were gradually completed, the lack of an integrated system constituted a significant risk to the facility. A review of recent literature on hotel management suggests an increasing focus on implementing new technologies, such as artificial intelligence, that help automate routine tasks (Lukanova and Ilieva, 2019). The lack of an integrated system limits the coordination of the efforts of individual employees. Henri Fayol, a management scholar, posited that to attain the best potential results, organisations need to integrate and coordinate the roles of individual employees (Edwards, 2018). In other words, he asserted that productivity is the result of teamwork that can only be accomplished when members cooperate toward a common objective. The lack of a system that allowed the front desk team to coordinate effectively with the housekeeping and maintenance units limited the productivity of the personnel. 
Due to the existing challenges, we experienced as receptionists, I felt compelled to improve my communication and teamwork skills to monitor the performance of housekeepers and maintenance staff. Prior to my experience at the hotel, I understood the significance of being able to communicate my ideas and respect other people’s opinions. At Premier Inn Leeds, I learned about another element of communication referred to as closure. Markovic and Salamzadeh (2018) explain that closure implies that every party has expressed all the underlying issues in a non-threatening manner, which is paramount to maintaining positive business relationships. Even when I disagreed with the recommendations of other employees, I actively listened and argued objectively. Again, I did not have good teamwork skills as I did not have previous exposure to a busy work environment with many employees. By actively coordinating with other team members, I learned that complex problems can be approached from a team perspective as different employees generate knowledge that helps develop practical solutions (O’Neill and Salas, 2018). 
Action
To address the key coordination challenges the employees at Premier Inn Hotel encounter, it is recommended to implement an integrated property management system (PMS) to assist the staff with various activities. The system is defined as a set of applications that help managing hotel activities relating to both the front and back office (Maria et al., 2018). The PMS is preferred since it helps the hotel’s employees in wide range of activities, such as marketing and managing clients. With a new system, the front desk team that has the responsibility of managing the other departments can effectively delegate tasks and monitor as they are being executed. This implies that the receptionists will not be required to physically visit the team members or facilities to make updates on what is required. By implementing a new system, the receptionists will improve their efforts in guest management as opposed to the current system where they manage the staff and reservations. 
There are many benefits of an integrated system, such as improved operations, but it is equally important to consider the feasibility of this project. One of the advantages of adopting a new system is that the staff can generate reports, including details on key statistics such as the volume and expenses of replaced items (Buhalis and Leung, 2018). From my experience, I learned that sometimes hotels are discouraged due to the perception that these systems are expensive. The most expensive part of implementing this system is the initial setup, which is estimated to cost $1,000 for every terminal (Lacalle, 2023). With at least four terminals (front desk, housekeeping, maintenance and human resource), this would amount to $4,000 and monthly costs of around $1,000 for maintenance. However, considering the numerous benefits, such as the front desk office being more focused on guests' issues instead of the hotel's employees, it would be advantageous to integrate this system. 
Conclusion
My time as a front desk receptionist at Premier Inn Hotel was filled with many enriching experiences that helped me appreciate the importance of effective communication and teamwork skills to maintain high productivity levels. The key challenge we faced was the lack of proper coordination between departments since most activities related to property management required manual input. I recommend that the hotel ought to invest more resources into new technologies and ICT systems that will help improve coordination between departments. Although the initial costs are high, it will be beneficial in the long term as employees can handle more tasks effectively and create a positive reputation for the hotel. 
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