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Reflective Analysis on Front Desk Administration at Leonardo Hotel East Midland Airports
Introduction
The front desk of a hotel serves as the first point of contact for guests and plays a pivotal role in shaping their overall experience. During my placement at the Leonardo Hotel East Midlands Airport, I had the opportunity to work in a dynamic and professional environment. This placement allowed me to observe and engage with the operational systems of a four-star hotel, while simultaneously developing essential customer service skills, including communication, problem-solving, and empathy. Reflecting on this experience through Gibbs’ Reflective Cycle provides a structured approach to evaluating my actions, responses, and learning outcomes. It enables me to critically analyse both the strengths and challenges of working at the front desk, consider the effectiveness of my customer service and operational skills, and identify areas for future development. I have also reflected back to my previous placement and how it operates very differently to this hotel. The skills and knowledge from previous modules have come in hand with this work placement.
Reflection
During my placement at the front desk of the Leonardo Hotel East Midlands Airport, I was responsible for welcoming guests, managing check-ins and check-outs, handling reservations, responding to guest inquiries, and coordinating with other departments such as housekeeping and maintenance (Leonardo Hotels, 2026). The front desk serves as the first and often the most impactful point of contact for guests. My daily tasks involved interacting with a diverse range of customers, from business travellers in a rush to families seeking comfort during layovers. I also managed payment transactions, updated guest profiles, and responded to complaints or special requests promptly. This role required multitasking, excellent communication, and problem-solving skills, as well as a clear understanding of the hotel’s operational systems. Communication and computerisation have been identified as essential factors in managing guest requests and ensuring effective hotel operations. Bigwanto et al (2024) emphasized the need for the front desk to have both technical and communicative skills in ensuring guest request satisfaction and improved hotel efficiency, as I have seen and experienced, the front desk acts as the hotel’s information centre. During my level 4 placement, I was situated at a budget friendly hotel which operated very differently in comparison to the 4-star Leonardo Hotel. The service was much more professional and they also offered 24hr room service. 

Initially, I felt a mixture of excitement and nervousness. Excitement came from the opportunity to develop my customer service and operational skills, while nervousness stemmed from the responsibility of representing the hotel’s image. During busy periods, such as early mornings or flight arrival peaks, I felt challenged by the fast-paced environment. I sometimes worried about handling multiple tasks simultaneously without compromising service quality. Over time, however, as I became more familiar with the booking system and the hotel’s procedures, I grew more confident in my abilities. The most satisfying moments were when I received positive feedback from guests who appreciated the warmth, efficiency, and professionalism of my service. 

There were many positive aspects of my experience. I improved my interpersonal skills, learning how to adapt communication style depending on the guest's needs. For example, some guests required detailed explanations about amenities, while others preferred concise, direct information. I also learned to manage challenging situations professionally, such as dealing with overbooked rooms or dissatisfied guests. The use of the hotel’s property management system (PMS) allowed me to efficiently track reservations and coordinate with housekeeping to ensure rooms were ready. However, there were some challenges. Handling simultaneous check-ins during peak periods was stressful, and occasionally I found it difficult to remain calm when faced with irate guests. On a few occasions, miscommunication with housekeeping or maintenance delayed room readiness, which taught me the importance of proactive communication. Despite these challenges, I was able to reflect on each situation, identify areas for improvement, and implement strategies to enhance performance, such as better time management and anticipatory service. I remember learning about engaging with the team during the Operating Hotel Facilities module, clearly communicating is very important in order to keep the operation flowing smoothly. I also had a lot of issues with the parking barriers, the system wasn’t always working adequately, the system was due to be renewed very soon. Transformational changes were important as a result of current technological innovations (Perepelytsia and Yurchenko 2019). The old systems need updating and automated barriers should be in place to prevent long delays and queues.

The experience highlighted the crucial role of customer service skills in hospitality. Active listening, empathy, patience, and clear communication were essential. For instance, when a guest arrived late at night after a delayed flight, expressing understanding, providing reassurance, and offering quick check-in made a significant difference in their perception of the hotel. This aligns with hospitality principles that the front desk staff are not only service providers but also the hotel’s brand ambassadors. We learnt about this in Level 4 Marketing, how the brand image plays a significant role in guest expectations and the front of staff are responsible to keep up with the standards and go above and beyond to satisfy customers. Operationally, the experience emphasized the importance of efficiency and teamwork. Effective coordination between the front desk, housekeeping, maintenance, and concierge ensured smooth operations. Understanding the workflow room reservations and room assignments to billing and departure was essential for preventing errors. The hotel’s PMS was central to this process, allowing real-time tracking of room availability, guest preferences, and service requests (Hospitality Institute, 2022). I realised that a combination of technical knowledge and interpersonal skills is crucial in maintaining high standards of service and operational efficiency. Furthermore, I observed that problem-solving in hospitality often requires quick thinking and diplomacy. For example, when a guest complained about room cleanliness, I had to immediately apologise, offer a solution such as a room change, and follow up with housekeeping to prevent recurrence. This reinforced the importance of service recovery strategies in maintaining guest satisfaction and loyalty.

Based on this reflection, I have identified several areas for further development:
· First, I plan to continue improving my time management and multitasking skills to handle peak periods more effectively. This can include prioritizing tasks, delegating when appropriate, and maintaining composure under pressure. 
· Second, I aim to enhance my conflict resolution and problem-solving abilities by learning additional service recovery techniques, such as offering personalized compensation or follow-up communication. 
· Third, I intend to deepen my understanding of hotel operations by familiarizing myself with other departments like events management and catering, which will provide a more holistic view of the guest experience.
I will continue to refine my communication and interpersonal skills, focusing on active listening and empathy, which are critical for building positive guest relationships. Seeking regular feedback from supervisors and colleagues will also help me identify areas for improvement and track my progress. By implementing these strategies, I aim to deliver consistent, high-quality service while contributing to the efficiency and reputation of the hotel (Ward, 2023).
In conclusion, my placement at the Leonardo Hotel East Midlands Airport has been an invaluable learning experience, providing practical insight into both the operational and customer service aspects of a four-star hotel. Working at the front desk allowed me to develop key skills such as communication, problem-solving, multitasking, and emotional intelligence, all of which are essential for delivering high-quality guest experiences. The role highlighted the importance of balancing technical competence, particularly in using systems like the PMS, with interpersonal skills to ensure efficient operations and satisfied guests. Reflecting through Gibbs’ cycle has helped me critically evaluate my performance, recognize challenges such as handling peak periods and operational issues, and identify strategies for continuous improvement. Comparing this experience with my previous Level 4 placement further emphasized the professional standards and operational sophistication of a four-star hotel environment. Ultimately, this placement has strengthened my understanding of the multifaceted nature of front desk operations and the broader hospitality industry. 
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