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[bookmark: _Toc198385231]Introduction 
I have worked at the Forest Pines Hotel, Spa & Golf Resort for my 10-week placement. The hotel operated under the QHotels Collection, the resort offers more than 180 guest rooms, a modern spa, a top golf course and large conferencing spaces for guests travelling for leisure and business (Forest Pines Hotel, 2025). The company assigned me to the Front Office Department, where I worked with the department's managers. This department acts as the main guest connection, handles arriving and leaving guests, bookings, guest inquiries and collaborates with other areas to create a smooth stay (Safitri et al., 2022). While I have experienced various functions, I have concentrated on learning about front office work and its management. I wanted to learn about what managers at the front office do each day, improve my customer service and communication and also become familiar with their administrative tools and systems.
[bookmark: _Toc198385232]Section 1: Role Reflection 
At Forest Pines Hotel, Spa & Golf Resort, my placement put me in the Front Office Department, following the managers. Even without an official role, I watched closely and occasionally helped the supervisors manage the business each day. This department's managers lead together yet with firmness, focusing on what they say, and timely fixes to problems and quick service to guests (Jasim et al., 2024). To reflect on my experience, I am using Kolb's Reflective Cycle:
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Figure 1: Kolb's Learning Cycle
(McLeod, 2025)
Concrete Experience
An important experience was witnessing how the Front Office Manager sorted out a late-hour overbooking problem. The manager stayed calm, bargained with the guest and provided some form of compensation as well as another place to stay. One time, a guest complained about having to wait for room service, but the supervisor’s smooth handling and a later phone call changed the guest’s experience into a positive one.
Reflective Observation
I noticed that excellent leadership involves flexibility, emotional awareness and fast decision-making. It was very important for team members and departments to communicate well, particularly during the busiest check-in periods (Yegon and Kipkorir, 2023). I learned that making decisions for guests requires a positive mindset.
Abstract Conceptualization
In Kolb’s theory, abstract conceptualisation requires turning experiences into principles and interpretations based on theory. I witnessed that successful leaders make their teams more effective and improve guest satisfaction by using emotional intelligence and a strong vision. As a result of these concepts, I better understand leadership in the energetic hotel front office.
Active Experimentation
Following this, I am trying to manage guest requests under stress and gain confidence in using hotel software. I also aim to enhance my skills to address issues and manage my time wisely while managing several duties. My action plan includes:
· Taking a quick class on hotel software, such as Opera or a CRM system.
· Participating in a hospitality leadership workshop.
· Trying to get part-time or seasonal work on a reception desk to hone your abilities to think and communicate on the spot.
I noticed that I am a fast learner and that I can communicate effectively. Still, being confident in nearby conflict is something I have to learn to manage. This position gave me the best environment to improve and progress in my work. 
[bookmark: _Toc198385233]Section 2: Discussion of Key Hotel Administration Issues 
At Forest Pines Hotel, Spa & Golf Resort, I noticed that there was not a clear routine for training the staff in the Front Office department. Both the managers and the staff demonstrated skills, yet there were clear differences in the way staff members handled various tasks. As a result, there were occasional problems and delays when the cinema was busy.
For a business to operate smoothly and offer top-quality service, training is essential in hospitality. According to a study by Waqanimaravu and Arasanmi (2020), training programs in hotels improve employees' skills, boost the quality of service and reduce employee turnover. Nonetheless, informal ways of training can cause employees to possess scattered knowledge, quit jobs more often and disappoint guests. However, lack of proper training can make employees feel frustrated, give customers mixed experiences and raise complaint levels. Waqanimaravu and Arasanmi (2020) explain that workers who are not trained often make mistakes that can harm guest satisfaction and the reputation of the brand. If staff is not provided with the right training, it can keep people from advancing, heighten stress levels and lower the effectiveness of the entire department.
It was clear during my placement that new staff would be trained by different supervisors, but since they were all trained differently, it sometimes confused these new staff. According to Kolb, structured training can be helpful in all four steps of the learning cycle. It allows students to have clear experiences, reflect, learn using different frameworks and practice their skills (Wang et al., 2020).
When using Property Management Systems (PMS) and Customer Relationship Management (CRM) tools in hotels, front-desk staff can check guests in easier, personalise their stay and keep a record of what guests want, leading to higher customer satisfaction (Zhou, 2023). Internet systems allow restaurants to move guests along more smoothly and with fewer delays or mistakes. Throughout my placement, I noticed that utilizing PMS helped the team foresee problems, solve them rapidly and keep the service very consistent.
This topic is important because it fits with the Personnel Resourcing & Development (Level 5) module, which highlights the effects of training on job performance and motivation. The module emphasizes that Human Resource Development (HRD) helps link the abilities of employees to the needs of the business. Looking at my placement, I noticed that not sticking to regular training divided the team and lowered their work performance. Armstrong (2020) mentioned that a disciplined approach to HRD would make learning easier, close knowledge gaps and outperform competition in the market. As a result, HR should function not just to handle tasks but also to form strategic partnerships with managers.
In contrast, Al Barwany (2024) points out that employees should receive continuous, tailored training that matches the aims of the organisation, something the current training at Forest Pines fails to achieve. For this reason, Emma et al. (2021) suggest that regular, standardised training is important to boost efficiency, keep routines consistent and increase staff confidence. 
[bookmark: _Toc198385234]Section 3: Future Trends in Hotel Administration 
The paradigm shift in consumer behaviour is evident in the engineering testing environment of the hotel industry. A significant development that influences the performance of internal functions is the rapid convergence of artificial intelligence (AI) and automation. AI chatbots, mobile check-ins, and smart concierge services have transformed the guest experience. According to Al-Hyari et al. (2019), AI will eliminate administrative tasks and lower operational costs and allow staff to concentrate on personal guest interactions. While I worked at Forest Pines Hotel, Spa & Golf Resort, I discovered that old-school customer experience would always dominate; however, it is gradually become interested in incorporating more digital systems. For example, even though managers used the PMS very effectively, many front office functions, such as check-in, reservation amendments, and guest inquiries, could have been automated to reduce queuing and human error. More guests are experiencing technologies such as biometric entry, controlling rooms with their voice and AI helping to review guest feedback. With facial recognition, Marriott is enabling its guests to enter faster, while Hilton's AI analyzes what they like so it can boost their loyalty. As a result of these changes, employees at the front desk must quickly learn to use new technologies while continuing to give personal attention.
Consumer expectations are also changing. Increasingly, guests look for speed, convenience, and personalization. As noted by Forman and Udvaros (2023), digital-savvy travellers expect seamless interactions; for instance, they expect mobile application check-ins/checkouts, selections of rooms, and requests for services. Failure to provide this could lead to customer dissatisfaction and negative reviews, which in turn can hurt the reputation of the brand. On the other hand, this has both challenges and opportunities. Enhanced efficiencies make machines, but the heavy reliance on them may lessen the human-to-human touch, which is the most critical to hospitality. 
Uncertainty remains about how front office administration will evolve shortly. However, one thing is clear and a balanced environment of technology and humanism would be required. Continuous upgrades of skills on the part of staff would be required to keep abreast of such innovations, alongside having a solid foundation in social skills. Through my experience during placement, this hybrid approach to service delivery is reinforced further as only adaptable, tech-savvy professionals will excel in this trade-the hospitality environment.
[bookmark: _Toc198385235]Conclusion 
In conclusion, my placement experience at Forest Pines Hotel, Spa & Golf Resort allowed for valuable insights concerning front office administration and the emerging challenges posed therein. Meanwhile, I also developed other human skills like communication, observation, and problem-solving, where I was able to witness hands-on management practices and administrative systems in action. The placement opened me to the significance of properly structured training programs, leadership, and the impact of technology on change management. The sector's current trend towards greater digital integration will require a strategic balance that embraces automation without losing sight of tailored services. This has added new dimensions to my understanding of the operations of front office hotel management and reaffirmed my motivation toward a career in front office management in a fast-paced and guest-embodied environment.
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