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[bookmark: _Toc200760390]Introduction
This report is a study of the Front Office administration department at The Park Royal Hotel & Spa in the UK, where I completed my placement. The department is responsible for guest check-ins and check-outs, reservations, concierge services, and communication with housekeeping and revenue management. I had set three learning outcomes: to acquire supervisory leadership skills in the context of hotel operations, to learn the integration of property management systems and administrative software proficiency, and to learn about current issues in hotel administration by critically analysing operational inefficiencies and new technological applications.
[bookmark: _Toc200760391]Section 1: Role Reflection
This part utilises the Reflective Cycle of Gibbs to systematically reflect on my experience as a supervisor, examining aspects such as leadership learning, operational issues, and professional development in front office administration.
[image: Create a Gibbs Reflection Cycle figure based on the provided text. The figure should include the following stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. Each stage should briefly summarize the key points from the text without making the figure look cluttered or messy.]
[bookmark: _Toc200760411]Figure 1: Gibbs' Reflective Cycle.
Source: (Self Made).
[bookmark: _Toc200760392]Description
My duties included front office management, guest relations and administrative organisation. The primary duties included supervising reception employees, checking guests in and out, ensuring rooms were ready through cooperation with the housekeeping department, and addressing guest complaints. In this department, leadership is based on collaborative supervision, where seniors guide juniors without compromising operational standards (Bharwani and Jauhari, 2013). The supervisory system was characterised by delegation, on-time problem resolution, and service quality assurance at peak times.
[bookmark: _Toc200760393]Feelings
First, the front office supervision appeared to be multifaceted and overwhelming, especially during periods of high occupancy. However, seeing supervisors who were quite experienced handle tricky situations calmly induced confidence. The task of guiding new employees produced some nervousness and the desire to acquire leadership skills.
[bookmark: _Toc200760394]Evaluation
Good supervisory skills contributed significantly to operational efficiency. Notably, on the occasion when the Property Management System (PMS) experienced a technical setback at the height of check-in time, the supervisor's prompt action to implement a manual backup system averted guest dissatisfaction. On the other hand, poor communication between shifts sometimes leads to gaps in service provision, emphasising the need for well-organised information handover procedures.
[bookmark: _Toc200760395]Analysis
Two key events displayed vital supervisory competencies. First, it took tactful conversation and out-of-the-box thinking to handle an overbooking scenario and resettle the customers in affiliate hotels with satisfaction guaranteed. Second, teaching a new receptionist about Opera PMS has demonstrated that knowledge transfer systems are essential and that patience is crucial when teaching skills. Adaptability and guest relations are my strengths, whereas delegation, confidence and mastery of technical systems are areas that I can improve.
[bookmark: _Toc200760396]Conclusion
The experience of supervision was valuable in grasping the complexities of operation and leadership skills in the hotel administration environment.
[bookmark: _Toc200760397]Action Plan
Professional development will focus on achieving advanced PMS certification within three months, participating in a leadership workshop to enhance the ability to delegate, and establishing mentorship relationships with senior managers to improve strategic thinking and decision-making.
[bookmark: _Toc200760398]Section 2: Discussion of Key Hotel Administration Issues
Analytical overview of the integration issues in software systems that were witnessed during the placement, accompanied by the modern academic literature, and correlated with the Information Systems Management concepts.
[bookmark: _Toc200760399]Software Systems Integration Challenges
One of the administrative problems that appeared to be crucial during my placement at The Park Royal Hotel & Spa was the lack of integration between the software systems, specifically the detachment between the Property Management System (PMS), Customer Relationship Management (CRM), and the revenue management systems. This fragmentation had formed operational inefficiencies and undermined the delivery of guest services.
[bookmark: _Toc200760400]Contemporary Academic Perspectives
A study conducted by Neuhofer, Buhalis, and Ladkin (2015) highlights the importance of integrated technology ecosystems as the foundation of contemporary hospitality operations, which facilitate a seamless flow of data and enhance the potential for informed decision-making. Law, Buhalis, and Cobanoglu (2014) argue, however, that most hotels struggle to integrate their legacy systems, thereby creating data silos that hinder operational efficiency. This theory is directly associated with what has been observed at The Park Royal, where manual entry of data between the systems used accounts for about 15 per cent of the administration time each day.
[bookmark: _Toc200760401]Practical Implementation Challenges
Two particular incidences illuminated these shortcomings of integration. Firstly, the information about guest preferences contained in the CRM system was not automatically available at check-in in the PMS; thus, a manual check was necessary, which further delayed the provision of services. Second, the pricing related to revenue management had to be entered manually on various systems, which introduced the possibility of human mistakes and rate distribution inconsistencies. These difficulties align with those of Kim, Lim, and Brymer (2015), who found that two-thirds of hotels experience delays in operations due to poor system integration.
[image: A diagram of a system]
[bookmark: _Toc200760412]Figure 2: Challenges in Hotel System Integration.
Source: (Self Made).
[bookmark: _Toc200760402]Module Linkage: Information Systems Management
This discussion relates directly to the principles of the Information Systems Management module, in particular, the way technological infrastructure can influence the effectiveness of organisations. Theoretical underpinnings related to the practical issues addressed by the module include system integration, data management, and digital transformation strategies (Laudon and Laudon, 2021).
[bookmark: _Toc200760403]Critical Evaluation
Although the academic literature suggests comprehensive integration solutions, the financial resources and the need to support legacy systems pose implementation obstacles. The disparity between the ideal best practices and the real operational conditions demands phased integration strategies instead of an outright replacement of the system.
[bookmark: _Toc200760404]Section 3: Future Trends in Hotel Administration
Examination of future technologies such as AI, changing customer demands, and automation of administration, and how they could change the operations of the front office in the future.
[bookmark: _Toc200760405]Artificial Intelligence Integration in Front Office Operations
The spread of AI technologies is radically changing the hotel front office administration. The research by Ivanov, Webster, and Berezina (2017) indicates that up to 40% of the front desk workload can be reduced with the assistance of AI-powered chatbots and automated check-in, allowing staff to focus on more complex guest interactions that require emotional intelligence. 
[image: A screenshot of a computer]
[bookmark: _Toc200760413]Figure 3: AI Impact on Hotel Front Office Tasks.
Source: (Self Made).
During my placement, I observed the frustration of guests in having to deal with repetitive questions, which could be effectively handled by AI-based systems, such as those related to room service menus and local attractions information.
[bookmark: _Toc200760406]Evolving Consumer Expectations and Personalisation
Modern visitors are increasingly requesting more hyper-personalised experiences that are powered by data analytics. According to Tussyadiah and Park (2018), 73% of millennials want hotels to guess their preferences in advance, which requires advanced CRM systems to be combined with AI-based predictive analytics. The front office functions are directly affected by this trend, as employees must be able to decipher the algorithmic suggestions while also maintaining genuine human contact. My experience demonstrated that there were discrepancies between guest demands of immediate personalisation and the existing possibilities of the systems at The Park Royal.
[bookmark: _Toc200760407]Technological Advancements in Administrative Efficiency
Administrative processes are being transformed by emerging technologies, which automate tasks and utilise predictive analytics. Buhalis and Leung (2018) state that the integration of blockchain technology and the Internet of Things (IoT) will enable the management of inventories in real time and create automated billing systems, thus minimising administrative errors by around 35%. Nevertheless, my experience shows that effective implementation needs a significant retraining of the staff and adaptation to the new culture.
[bookmark: _Toc200760408]Critical Analysis and Future Implications
The adoption of technology is often significantly challenged in practice despite considerable enthusiasm for it in the academic literature. Kumar et al. (2021) acknowledge that 58% of hospitality employees are concerned about job displacement due to automation. During my placement, I learnt that effective implementation of technology involves a compromise between efficiency and humanised service provision. The front office processes in the future are expected to follow hybrid schemes that involve AI efficiency and human ability to empathise, which means that administrators will need to build their technological savvy in addition to their existing hospitality skills.
The change requires careful human capacity building and gradual adoption of technology to balance service quality with innovation.
[bookmark: _Toc200760409]Conclusion
This position greatly helped me understand the complexity of hotel administration. I was able to meet the three learning outcomes: building supervisory skills by gaining practical experience as a leader, learning how the PMS functions, recognising the problems of system integration, and critically evaluating administrative problems using academic concepts. The experience was an eye-opener on the critical aspects of finding a balance between technology and the human touch in modern hospitality management.
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Acknowledgement of Not Using Any AI Tools
	RESEARCH
	For this assessment, you can use Generative AI to support you in research, including searching for a bibliography and using tools to summarise, compare and interrogate materials.
	Yes ☐
No ☐✔

	STRUCTURE
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts and headings, etc.
	Yes ☐
No ☐✔

	PROOFREADING
	For this assessment, you can use Generative AI to check your text/creation for grammatical and syntactical mistakes, including rephrasing your work within specific standards.
	Yes ☐
No ☐✔

	WRITING
	For this assessment, you can use Generative AI to create text for submission.
	Yes ☐
No ☐✔

	CREATIVE
	For this assessment, you can use Generative AI to create creative materials, such as images.
	Yes ☐
No ☐✔

	PROGRAMMING
	For this assessment, you can use Generative AI to create and check code.
	Yes ☐
No ☐✔

	NONE
	For this assessment, you are not allowed to use any Generative AI support. This includes research support, structural support, writing and proofreading support, and creative support.
	Yes☐✔
No ☐


I acknowledge the use of Grammarly (https://www.grammarly.com/) on 12th June 2025 to check my work using the prompt(s): 
1. Report
2. UK English 
I certify that no artificial intelligence (AI) tools were used in the research or development of this assignment. I certify that I have not claimed any content generated by AI as my own. I affirm that I have copies of the notes, drafts, and other materials I utilised; I have been said to present these as proof.
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