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My Level 6 placement was at the George Hotel, and the majority of my work was done in the Front Office department, which is an important part of the hotel in terms of communication, guest coordination, and management. The George Hotel is a custom service boutique hotel that blends old-fashioned and new-fashioned management systems. In the Front Office, most guest service operations such as reservations, check-ins, guest queries, billing, and interdepartmental communication work are handled.
The placements involved working as a guest arrival manager, consulting with the housekeeping department to correct bookings mistakes, and as a Property Management System (PMS) administrator. This environment allowed me to use the information I learned during previous university courses, including Hospitality and Guest Services (Level 4), Marketing Essentials (Level 4), and Management and Organizational Behavior (Level 5). The experiences enabled me to realize that leadership, communication and integration of technology can enhance guest satisfaction.

Department Reflection
Theoretical Connection and Context
The Front Office is the interaction point between the human relations and systems management. An excellent leadership will see to it that employees deliver the best service to satisfy the ever-evolving needs of guests. According to Hamizan and Alda (2024), technical efficacy and proper managerial control must be ensured when introducing self-check-in and web-based systems to sustain service quality. This image can be provided as a reference to my experience at The George Hotel, where the digital tools promoted the workflow but did not meet the need to communicate with others.
The busiest weekends were those when the hotel received numerous last-minute bookings and walk-in customers. Her management approach was dictatorial because the Front Office manager was prone to making snap decisions without consulting the employees. This ensured quick decision-making but also contributed to increased stress among reception staff and petty human errors in administrative decision-making by guest billing staff. I re-evaluated the notion of Management and Organizational Behavior (Level 5). I came to understand that there could be no balance between task-oriented leadership and motivational styles without fostering team members’ morale and accuracy under pressure (Brotherton & Wood, 2008).

Linking Theory and Practice: Leadership in Service Operations
Direction, influence, and flexibility are also key in the hospitality industry, as is leadership. Motivation will be enabled through transformational leadership because, as illustrated in the case provided in my Level 5 module, individual and organizational interests will be aligned (King & Lawley, 2022). Though transactional management, which involves performing and controlling, was prevalent in my replacement. This system did not appreciate teamwork or creativity, but it worked well in times of crisis.
The given example was the failure of the PMS to operate, and the manager had to handle delayed customers, working on technical corrections rather than speaking to the guests. Based on the experience I have gained in the Hospitality and Guest Services (Level 4) course, I realized that emotional intelligence and service recovery are also crucial for retaining guests’ trust (Martin, 2020). My initiative and expertise in the provision of services were also evident as I worked to ensure that the guests remain calm as I served them refreshments. This intervention minimized the levels of frustration and increased feedback ratings during this shift.
The reflection process made it easier for me to familiarize with the fact that leadership style is directly connected to the motivation of employees and their perception of guests. The experience of applying Herzberg’s Motivation Theory of Management and Organizational Behavior provided me with the insight that recognition, support, and communication are more effective at engaging than strict control. The shift from compliance-based to problem-solving behavior is one of the key areas of managerial competence in which I have improved (Vallen & Vallen, 2014).
Operational and Cultural Adaptation
The Nelson Premier Inn, where I was on my Level 4 placement, had no operational flexibility, and everything was stalled in brand processes. Nevertheless, the George Hotel had to be versatile and independent, since the work of a boutique is not standardization but individualization (Martin, 2020). This was discovered as we hosted the guest conference, when different styles used by the staff in communicating with customers at times led to misunderstandings of the guests’ expectations. Based on the material in Personnel Resourcing and Development (Level 5), I became aware of the need to facilitate cross-cultural collaboration to enhance service performance (Pathak et al., 2021). To address the predicaments, 
I implemented morning briefings for employees who communicated with guests to ensure improved coordination and a higher quality of service. Workplace inclusive and collaborative cultures make employees feel more empowered and happier, and lead to a more positive overall experience with guests due to shared responsibility and involvement (Brotherton&  Wood, 2008).
Scenario-Based Learning and Decision-Making
Among those particular instances that would occur during my placement is the situation when I was called upon to discuss a last minute group reservation related to an event in the local area, and I had to contact the events team, make adjustments to the room bookings, learn about the dietary requirements, and prepare invoices within hours. According to the principles of time management of Business Skills (Level 4) and reading experience as provided by Pathak et al. (2021), I became more focused on the most urgent tasks. I delegated efficiently to keep the workflow moving. The installation of the property management and event system facilitated the work. Thus, technology should not be used to substitute human supervision but rather complement it (Hamizan & Alda, 2024). Based on this, I realised how transformational leadership can be helpful in the form of feedback, encouragement, and staff empowerment, which I will apply to my future managerial duties to make the team more resilient and improve services.

Three-Step Improvement Plan
Step 1: Implement Collaborative Leadership Training
To address the issue of excessive reliance on autocratic management, I recommend a well-planned leadership workshop that covers transformational and participative leadership models for front office supervisors. Communication, empathy, and motivation strategies should be emphasized in training (King & Lawley, 2022). The anticipated result is increased employee involvement and reduced employee turnover, which will directly impact guest satisfaction.
Step 2: Enhance Data-Driven Decision-Making Using PMS Analytics
The second enhancement is based on Vallen and Vallen (2014), who recommend training staff to interpret PMS data for tracking performance and predicting guest trends. Such analytical capability will enable the managers to match the staffing and resource distribution levels with the occupancy trends, thus increasing the effectiveness of operation, as well as the experience of the guest.
Step 3: Strengthen Cross-Departmental Communication Channels
As per Pathak et al. (2021), guest services ought to be structured in the context of effective cooperation between the departments. To improve transparency, minimize errors and satisfy the needs of guests in a timely manner, the introduction of daily briefings or electronic communication records (less than half a day) to be held with interdepartmental representatives may be helpful. The outcome of improved communication will not just reduce the failures in the services delivered but will also enhance the teamwork across the departments.

Personal Reflection and Learning Progression
My placement experience has experienced a massive growth in communication, administrative coordination, and leadership skills. Considering the fact that I combined the Level 4 experience with the Level 6 knowledge that I already have, I can see the natural shift between the strategic decision making and the procedural thinking. I have been taught that the guest service operations are supposed to be balanced in terms of structure and flexibility which is anchored in proper leadership and cultural sensitivity.
I would pay excessive attention to minute issues such as performing tasks and abiding by them, as my previous supervisors did. Nonetheless, by being proactive in observing and receiving feedback through the mentors, I was able to appreciate proactive leadership. Martin (2020) posits that good hotel management should relate guest service excellence and operational wisdom, and this has influenced the development of my style. Now I view leadership as lifelong learning, which is based on reflection and adaptation.

Conclusion
This reflection of my Level 6 placement at The George Hotel shows that the style of leadership, organisational culture, and communication directly influence the quality of the guest services. By combining the theoretical skills of Management and Organisational Behaviour, Personnel Resourcing and Development, and Hospitality and Guest Services, I have gained a critical perspective on the issues facing operations and my personal development. In practice, I gained skills that technology helps to achieve efficiency, but leadership and teamwork are the essence of hospitality excellence. 
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