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[bookmark: _Toc200046873]Introduction 
I worked in the Front Office at the Leonardo Hotel at East Midlands Airport for 10 weeks as an intern. This department is in charge of visitor interactions, such as checking in and out, making hotel reservations, processing payments, and communicating with other departments. Because it's the hotel's face, it changes how guests feel. I was also in charge of back-of-house activities, but I learnt about customer service and operations management at the front office. 
I defined three learning goals before the placement. First, I wanted to improve how I talked to guests, especially how I handled requests and complaints in a professional way. Second, I wanted to learn how to use administrative tools like systems for managing payments and projects. Third, I wanted to know how the front office personnel works with other departments to make sure that customers are happy and that service is swift.
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I will use Gibbs' Reflective Cycle (Gibbs, 1988) to assist me figure out how well I did at the Leonardo Hotel-East Midlands Airport. This cycle looks at learning in six stages: description, feelings, assessment, analysis, conclusion, and action plan. 
Description
I worked at the Front Office, where I did greet and administrative tasks in the back of the house. My major jobs were checking guests in and out, making hotel reservations, giving them room keys, taking card payments, and answering questions. I also made appointments for breakfast and supper and helped with extra needs like pillows and parking places. The Property Management System (PMS) was important for daily tasks since it helped keep track of visitors and link with other departments like cleaning and food services (Nur Fi'llia Nugrahani, 2024). 
Feelings
At first, I had a hard time with the fast-paced job and doing more than one thing at once. Even though I had taken online training, talking to actual people made me less sure of myself. I felt more at ease talking to people when they were nice to me and ready to help. After a while, I liked addressing issues and seeing people leave happy. 
Evaluation
Leadership in the department was evident in how supervisors managed staff during busy hours. To keep the service running well, they had to assign duties, answer questions from visitors, and make quick choices. According to Bardi (2010), a solid leadership team made it easy to switch shifts and kept morale high, even when things were tough. I appreciate the trust they showed me when they let me handle check-ins on my own. 
Analysis
It was really important for a company to talk to each other and solve problems (Tewari, 2009). I watched how bad communication across departments led to repeated reservations and unhappy guests. One guest came late at night and found that their room had been given to someone else. I utilised the PMS to find a room, worked with housekeeping to have it ready right away, and gave visitors a complimentary breakfast to make them happy. A family also asked for dinner reservations for a big group on short notice. I worked with the restaurant staff to make sure they had the right seats within 15 minutes. These events showed me how important it is to be patient, get along with others, and operate as a team. 
Action Plan
To do better in my job, I'll: 
· Ask for training in PMS and card processing software. 
· Take a customer service class to learn how to better serve your guests. 
· To get better at making decisions and leading, watch and learn from supervisors who have more experience. 
· To generate confidence, pretend that guests are unhappy and that the system is broken.
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When I was an intern at the Leonardo Hotel at East Midlands Airport, the major problem I had with managing was that the staff training was not consistent. This was especially true in the front office. Even though I had attended online training before joining, my theoretical knowledge didn't match what I needed to know in the real world. The PMS didn't handle advance reservations, manage different card payments, or respond to system failures. During the busy check-in hours, I realised that I relied too much on my more experienced peers, which made things go slower. 
This topic is connected to the Personnel Resourcing & Development (Level 5) module, which talks about how important on-the-job training is for long-term success. Sung and Choi (2018) say that good training may make people happier at work, enhance the quality of service, and lower the number of mistakes. I made mistakes when I checked in since I didn't have any mentorship or refresher training. If I had gotten more hands-on training, I could have avoided these blunders. 
A big problem was not enough cross-training. Because many staff members didn't know how to use back-of-house technology, it took longer for departments to talk to each other. Tacho and Singh (2018) discovered that cross-training makes employees more adaptable and flexible, which is vital in companies that rely on customers, like hotels. In my experience, customers were annoyed by personnel who were unsure of themselves or didn't know how to do their jobs well since they took longer to do their jobs. 
The company's culture was also harmed by uneven training. Some new employees felt left out or scared when they asked for help. This goes against what Lee (2023) said about inclusive organisational learning. He thinks that training should help all employees help the team succeed. 
To fix this problem, I advise having a structured onboarding process with ongoing, interactive training classes. For the first several weeks, new employees should have to follow around more experienced ones. It's also a good idea to have monthly refresher workshops on software changes and typical problems. 

[bookmark: _Toc200046876]Section 3: Future Trends in Hotel Administration 
I learnt about a lot of Front Office technology prospects during my internship at the Leonardo Hotel at East Midlands Airport. This is especially true when hotels use AI and automation. AI powered self-check-in kiosks, chatbots to help guests, and face recognition to identify visitors (Gupta et al., 2022) are all likely to transform how the front desk works. Technology makes hotels more efficient and better at serving guests 24 hours a day, but it also makes people worry about not being able to talk to one other (Nikolskaya, 2021).
I observed that many guests liked getting to know each other, especially those who needed help with anything specific or were stressed out from travelling. Automation may make things run more smoothly, but the hospitality industry needs empathy and customisation, which robots can't provide. Haynes (2020) discovered that artificial intelligence (AI) could enhance operational efficiency. Nevertheless, it must augment human service to ensure visitor satisfaction. 
People who come to visit also demand information that is up to date and mobile technology. They wanted to know how to get digital keys on their phones and how to make sure their rooms were ready. Because our system couldn't do this, the procedure took longer and was more frustrating. Tuomi, Tussyadiah and Stienmetz (2020) talk about "smart hospitality," which is when digital interactions happen without any problems. 
I discovered during my internship that professionals who deal with guests must also change, even though future trends call for computer skills. This involves training to keep your emotional intelligence up, look at CRM data, and learn how to use new products rapidly. The Front Office job is expected to combine digital expertise with individualised help (Jagmohan, 2015).


[bookmark: _Toc200046877]Conclusion 
I learnt a lot about how the front desk works at the Leonardo Hotel - East Midlands Airport, such as how to talk to guests, how to book rooms, and how to talk to other hotels. I met two of my three learning goals: to learn how the front office works and to enhance customer service. I know I need to get better at using my administrative software. Thinking critically about issues like uneven training and new technologies like artificial intelligence has helped me learn more about how to run a hotel. This internship helped me strengthen my technical and people skills, which helped me decide to work in hospitality.
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