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[bookmark: _Toc200631250]Introduction 
Leonardo Hotel Exeter's front desk job role has provided me with a solid basis for both personal growth and hospitality service (Leonardo Hotels, 2025).  Quiet shifts have also given me the chance to see how patience and attention build relationships with visitors, which is a crucial part of retaining long-term business success.  There were significant variations in the ambience, visitor demographics, and organisational design between Leonardo and Marriott Exeter Courtyard (ASET, 2017).  The following report will analyse my professional growth, the difficulties encountered in hotel administration, and upcoming market changes that could affect administrative procedures using Schon's reflective model.
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I worked at the front desk of the Leonardo Hotel Exeter during my placement. There, I received the opportunity to provide direct assistance to the front desk manager and receptionist. My responsibilities included greeting visitors, helping them with check-ins and check-outs, and responding to questions. Throughout the process, I have used the hotel's property management system (PMS) to manage booking information. As the venture was using Opera PMS, I gained practical exposure to this particular software and other CRM systems through these duties (Stearns, 2022). It has helped me to analyse visitor preferences and enhance communication across different departments. During that time, effective leadership ability has enhanced my overall positioning in the company. My performance has improved significantly after a few working days, which can be considered as a result of the front desk manager's mentoring and encouraging style. They frequently provided immediate feedback and promoted problem-solving (Canahuati, 2024). Their guidance encouraged collaboration and gave me and other junior employees the confidence to raise concerns or offer solutions. This participatory approach fostered a culture of trust, which I believe was crucial for efficiently running daily operations. The effective utilisation of Schön's reflective model has made the learning process easier for me to understand. I applied reflection-in-action which has enhanced my performance in dealing with unexpected situations (QAA, 2018). For example, while I was working in the front desk management, a guest appeared who had been double-booked into an occupied room. Then I calmly reassured the guest and addressed the issue to the front office manager. I offered a complimentary drink to them and it helped me to manage them while the issue was being resolved. Later, through reflection-on-action, I reviewed how communication, empathy, and technical skills helped me handle that situation with professionalism. Effective communication plays a crucial role in the ever-changing hotel industry, as it enhances the customer satisfaction level. Another challenge involved communicating with a group of international tourists who struggled with English. At that time, I observed how the receptionist of our company used translation apps and body language to maintain clarity and comfort. This showed me how digital tools and soft skills support operational efficiency. I later used similar methods to assist another guest and received positive feedback, which boosted my confidence. Throughout my placement, I identified strengths in listening, staying calm under pressure, and adapting quickly (Canahuati, 2024). However, I recognised areas for growth. My lack of deep technical knowledge of PMS features sometimes slowed down task completion. I believe that proper support of developmental activities can reduce the negative impact of this on my career. I also needed more confidence in leading conversations when guests raised complex issues.
Action Plan 
	Skills to be developed
	How to develop
	Resources required
	Time required

	Technological skills 
	To enhance my performance in technology skills, I will provide a noticeable important all gathering data from online websites and other platforms. I will also read several books, and I think joining online seminars will also be beneficial for me to build effective control over technological skills (Forbes, 2024). Nowadays, open-source platforms like YouTube are also very effective for gaining deeper insights into an emerging skill. 
	Books, online videos, courses 
	5 months 

	Team working 
	To build my team, I will depend heavily on the books as a part of my resources. I will also attend online seminars and other development activities to support my confidence. Alongside these, I will also join networking groups, which I believe will be beneficial for achieving my academic goals. 
	Books, networking events, YouTube videos 
	3 months 
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One key administrative issue I observed at Leonardo Hotel Exeter is the poor coordination between the front desk and housekeeping teams. This challenge falls under resource allocation, where time, labour, and information are not effectively shared between departments. According to Reynolds et al. (2021), operational coordination is essential in hospitality, particularly during check-in and check-out periods when pressure peaks. With the help of proper coordination, a venture can significantly improve its relevance in an industry. At Leonardo, delays in housekeeping updates frequently impacted the front desk's ability to provide accurate room availability information (Leonardo Hotels, 2025). Being an employee, I often noticed that room preparation status was unclear during shift handovers, which creates scenarios like double-checking or guest waiting times. The front desk relied on verbal updates or written logbooks, which were often outdated or overlooked. Integrating real-time property management systems (PMS) across departments has the ability to reduce these issues significantly (Hagg, 2013). The absence of immediate housekeeping updates created unnecessary stress for both staff and guests, especially during group check-ins or high turnover days. This has left a diminishing impact on the overall performance of the company, and I believe that it will ultimately hinder its reputation. The mentioned issue links closely with the Operations Management module, which examines how service delivery depends on efficient processes and team coordination. Poor communication has also created barriers to the front desk's ability to offer quick service, even when individual staff members were performing well. On the other hand, Marriott Courtyard uses a more centralised communication system, which helps the venture maintain its performance. This comparison revealed how strategic investment in systems improves consistency and guest satisfaction (Leonardo Hotels, 2025). By using this, one company can make significant improvements in its relevance in the industry. Staff competence is important, but without supporting infrastructure, efficiency is compromised. The growing need for synchronised systems in improving guest experience and reducing operational risk. Future improvements at Leonardo need to prioritise integrated software and structured team briefings to avoid unnecessary service gaps and promote better resource utilisation.
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Hotel administration is evolving rapidly, with technological innovation, guest expectations, and workforce dynamics shaping future practices. Integration of artificial intelligence (AI) into front desk operations can be portrayed as one of the emerging trends in this current scenario (Bardi, 2010). AI chatbots and voice assistants now handle bookings, answer queries, and support multilingual communication. AI enhances their efficiency by automating repetitive tasks and freeing staff to focus on personalised service. During my placement, with Leonardo, I used basic CRM software and translation tools but lacked advanced AI support (Stearns, 2022). I assume that introducing such systems will help the brand to reduce its operational pressure during peak times. Guests now value hyper-personalised experiences, faster check-ins, and greater accessibility, which has also created issues for the company. Hospitality has entered an “experience economy,” where emotional and sensory factors shape satisfaction. At Leonardo, quiet shifts allowed staff to engage with guests personally (Casado, 2012). However, during busy periods, this level of interaction became difficult, which created barriers to customer satisfaction. Future systems need to balance automation with human connection, ensuring guests feel both seen and served efficiently. Technological advancements in PMS and mobile check-in platforms are also transforming front desk roles. Marriott Courtyard demonstrated this through self-check-in kiosks, which reduced waiting times, which has enhanced the competitive presence of the brand (Marriott, 2025). Leonardo still relies on traditional check-in procedures, which can sometimes delay service. Digital transformation is not optional for the company; it is essential to remain competitive and meet evolving consumer demands.
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Reflecting on my placement at Leonardo Hotel Exeter, I gained valuable insight into service expectations, administrative realities, and future industry direction. Working quiet shifts helped me observe the importance of personal connection, adaptability, and teamwork. Comparing the environment with Marriott Courtyard highlighted significant differences in guest needs and workplace culture. Through Schön’s reflective model, I recognised how each experience contributed to my personal and professional development. These lessons have deepened my interest in hotel leadership and administration.
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