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Introduction 

During my placement at the Leonardo Hotel, London, Croydon, I became familiar with the hotel’s administration department, including the front desk. 
During this time, I observed the key responsibilities of the front desk, including managing check-in and check-out processes, offering information about the hotel and the neighbourhood, and giving outstanding service, are all ways to guarantee visitor happiness. As the primary point of contact for visitors, front desk employees are in charge of making sure that the visitor experience runs effectively. Seeing these duties, one of my learning objectives is to learn how to use the hotel’s inner system properly because I have some difficulties in utilizing it. My another aim is to develop my English knowledge, especially in grammar and vocabulary. Moreover, I would like to maximise my competence in this field in order to increase my performance. 





















Section 1: Role Reflection 

During my placement, I held the receptionist position at Leonardo Hotel. I noticed that the key responsibilities include the fire walk by the front office manager every 8 hours during the day and every 4 hours at night. His or her main duties are to handle the emails, calls, guests’ requests, and attend the meetings. Additionally, I noticed other key responsibilities including making cards, handling check-in and out, administrative tasks for instance , managing room availability. Having experienced that establishing high standards, offering efficient training, and assisting the team are all ways to demonstrate leadership at the front desk. 
During my placement, I realised that the supervisor provides guidance and support to the front desk team; he or she is responsible for the positive and efficient work environment. Additionally, having learnt that the supervisor coordinates with some departments like housekeeping, maintenance to provide a positive guest experience, on the other hand, he or she has excellent problem-solving skills, which I think is very essential. I also noticed that the supervisor uses the administrative software system, Opera, to manage tasks such as check-in, check-out, payments, etc. During my placement, I noticed that the supervisor faced some difficulties. For example, I experienced a case when a customer was paying, and it was a scam because in fact, the payment had not been completed and he scammed the system, stealing money from the hotel. The supervisor handled the problem and called the police. 
During my placement, I experienced a case when there was a fire alarm at 4:20 a.m. and the whole hotel had to be evacuated. The alarm came from the kitchen, which was closed. Therefore, lots of complaints came from the customers, who claimed compensation; however, according to the hotel’s rule, it does not pay compensation in case of these kinds of events. 
I noticed a problem with using the new portal system; the reading key is not compatible with the terminal, it is difficult to use because if the check-out is done, it cannot be seen in Opera. So it seems to me it needs more work and time. Based on these experiences, the most important skills are communication, interpersonal, customer service, problem-solving, technology, and organisational skills in order to handle administrative tasks efficiently (Travelperk, 2025).
This understanding is vital to me as a learner because I am aware that I have strong communication and problem-solving skills; nevertheless, it is necessary to improve my technological skills. Because it is not entirely clear how to use the hotel software. 

Action Plan 

My experiences at the Leonardo Hotel have highlighted that I need to develop my technical and foreign language skills. In order to increase these skills, learning the system, gaining more experience, and improving my English language vocabulary, I think it is essential within the next year. 



Section 2: Discussion of Key Hotel Administration Issues 

During my placement, I noticed an administrative issue connected to staff training. I recognised that the staff training is ineffective because there is not enough time to be given to new workers to learn everything about the position and the hotel. I suppose it is a very big problem because, consequently, the number of staff is getting smaller and smaller, more and more new workers quit their jobs because of this problem.
My experience of this problem relates to the importance of employee training, which plays an important part in hospitality, in order to reach customer satisfaction, better performance (Depierraz, 2024). Additionally, Canary Technologies provides help to explain the retention of employees is an issue for 93% of firms, and one of the top five reasons people think about quitting their work is a lack of opportunities to learn and acquire new skills (Michalis, 2023). Sahu (2024) propounds the importance of staff training to avoid a bad reputation caused by negative feedback. It highlights the necessity of continuous training of the skilled workforce to be competitive and provide a high standard of service (GZahartzis, 2024). 
During my studies, I learnt about this topic in the Personnel Resourcing & Development module, therefore, it could help me to understand the relevance of staff training in the hospitality. I experienced in practice that the result of poor training causes negative effects on guest satisfaction and the reputation of the hotel, which I discussed in my assignment. In this report, I highlighted that the staff plays a very important role in the hotel. 



Section 3: Future Trends in Hotel Administration 


According to the Swiss Hotel Management School (2025), technology, sustainability, and the desire for individualized visitor experiences are driving the fast evolution of the hospitality sector. Maintaining competitiveness and meeting guest expectations require implementing eco-friendly procedures and technologies. During my placement, based on these statements, I also experienced these emerging trends. 
I realised the importance of technology in hotel administration at the front desk, that is to say, Leonardo Hotel has an application, Bee-keeper, which helps employees to communicate with each other. I suppose this is a very useful development, which can help the hotel increase efficiency. 
Amit (2024) provides insight into the use of AI in hotel management, AI will take the lead in developing and revolutionising work procedures. The industry’s expected service standards can expand to satisfy consumer needs without requiring a significant increase in staff or resources in light of AI technology’s ability to facilitate collaborative, fast, and error-free work. I feel that the hospitality sector would need to use AI because it can make the hotel’s operation faster and easier. According to my experiences during the placement, the recent administrative system, Opera, works well, but for me, it is too difficult to use. Leonardo hotel chains are introducing a more modern system from 1st July, and I hope I will learn how to use it. 
During my placement, I noticed there are always changes at the front desk. According to industry experts, it will influence service delivery and beyond. These are customisation and carefully chosen experiences, pay attention to the surroundings, expectations for operations that are sustainable, health and wellness-focused hospitality, the need for cleanliness and safety, and preference for local knowledge (Udupihilla, 2024). 
One of the most significant issues I experienced is the role of technology. As I have mentioned, a new administrative system (Opera Cloud) will be introduced in my placement hotel, Leonardo, in July 2025. I suppose it is necessary because it can make work easier, it operates via phone.  Dhar (2025) explains the importance of technological advancement, communication, customer service, and schedules that can be instant, fast, and more effective by using task management and scheduling software. Johnson & Wales University writes about this topic in its blog, employees need to be trained to adjust to changing procedures and technologies. To guarantee the least amount of disturbance, implementation difficulties and system integrations must be carefully managed (JWU, 2023).






























Conclusion 

I have developed my understanding of the operation of the front desk at Leonardo Hotel. According to my experiences, I think this department is one of the most essential because front office employees meet customers at first, the first impression is vital. During my placement, I learnt which tasks are done at this department, such as check-in, check-out, and so on. 
This experience has taught me what my weaknesses are, and in my opinion, I will reach my objectives within the next year. 
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