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Reflection and Analysis of Guest Services at Leobardo Hotel East Midland Airport
Introduction
The coach event at Leonardo Hotel East Midland Airport was an informative experience. It provided a live-learning opportunity in guest services. This entire placement included getting hands-on experience in different areas of the operation, where there was learning about the differentiation of the hotel through providing guests with exclusive and individual attention, tailor-made service offerings, and a fast check-in process. Throughout this placement, learning was embedded in understanding the general concept of management by experiencing guest service problems and how were they resolved. Three main learning objectives that were focused on more explicitly and were achieved throughout this placement includes effective communication, team working impact, and leadership and guest satisfaction. All of the specified learning objectives were significant for a better understanding of the Guest Service mention. They were equally important to ensure the development of required knowledge and skills related to the hospitality industry.
Role Reflection
With regard to the Guest Service department, the task of serving food and welcoming guests is closely related to service theories model in the context of theoretical reflection, particularly Kolb’s Experiential Learning Theory that defines learning as a way of grasping and transforming experience. In Leonardo Hotel East Midland Airport, managers and supervisors need a range of important skills to perform the task of serving food and welcoming guests. Leadership and delegation are one of the core skills for the success of the task, as operational efficiency and satisfaction of guests are two significant outcomes, thus, managers should be able to show the standards through their examples and enable subordinate in the process of delegating tasks (Weber, Lee and Crawford, 2020). Communication and teamwork skills are also very significant for the success of the task, as these skills enable staff to work collectively and deliver service in harmony. Problem solving and decision-making skills also need to be discovered as core skills for performing the task efficiently, as these skills help to solve problems quickly and preserve standards during service, these skills are core celebrities for emotional intelligence standard presented by a successful hotel supervisor (Alexakis and Jiang, 2019).
In addition, the placement allowed for observation of the application of management skills in practice and their advantages and disadvantages. In one of the high-occupancy events, the manager was able to delegate effectively, and guests were checked in efficiently and received room service in a timely manner. I understood from this example that applying a leadership style and delegating work can have a positive impact on the operations and satisfaction (Mistry et al., 2022). On a different occasion, miscommunication between team members revealed areas that required continuous application of communication skills. Guest requests were mismanaged, and the experience highlighted areas needing attention (Marneros, Papageorgiou and Efstathiades, 2020). On a personal level, I believe I am able to adapt quickly to fast-paced work environments, but recognize that I need to improve in empowering team members through communication and nurturing. Overall, experiential learning has demonstrated that it is essential to develop a full spectrum of skills and work practices in order to increase efficiency and satisfaction.
In addition to that, a functional action plan is vital to further develop skills pertinent to guest services, specifically in leadership and communication. To start with, consistent involvement in training sessions that are specifically focused on leadership development is a great way to allow one to practice and apply aspects such as strategic delegation and decision-making. These training courses should aim to enhance one’s emotional intelligence since it has proven to impact managerial success positively (Goodman, 2019). Following this, taking communication courses that are specifically designed to improve one’s interactions with others is a must. These courses should put an emphasis on using effective methods of active-listening and feedback since these are two of the most fundamental elements in responding to a guest’s inquiry. Lastly, creating a self-reflective journal to keep track of and evaluate one’s day-to-day performance will be very helpful. This will encourage one to have a constant loop of self-evaluation and learning that will help identify the weaknesses that exist in one’s communication skills, as well as in determining the best solutions to a problem. 
Management Performance & Guest Service Analysis
The study of the correlation of leadership style and employee motivation of Leonardo Hotel East Midland Airport is essential to identify the factors, which could affect the hotel branch efficiency and productivity. Transformational leadership style facilitates inspiring and motivating team members, which could lead to increased employee work engagement and motivation. Transformational leadership style is, thus, suitable for establishing a high productivity culture, where employees focus on their goals and objectives (Rabiul and Yean, 2021). The HR managers focus on different leadership styles, which demonstrate having an effect on hospitality employee motivation, which could improve the delivery of hotel services provided (Huertas-Valdivia, Gallego-Burín and Lloréns-Montes, 2019). Such discussion is relevant concerning the “Management & Organisational Behaviour (Level 5)” module, as it implies demonstrating the importance of the leadership style influence on the hotel organizational efficiency. Joining the explored leadership styles in the modern hospitality branch hotel operation, its HR department manager demonstrates the ability to create the employee engagement-oriented environment, which will achieve the increase in guest engagement and satisfaction levels through employees’ motivation.
Guest Service Improvement Plan
At Leobardo Hotel East Midland Airport, service delay appears to be a prominent issue that needs to be addressed for the sake of guest satisfaction. Service performance delay inherently negatively impacts guest satisfaction, as velocity is one of the main attributes that defines hospitality and service quality (Wilson et al., 2020). A three-phased approach can help considerably reduce the impact of the discussed issue. Phase one should include operational improvement and change in the guest check-in process. By conducting operations benchmarking, the hotel can identify methods that can increase the efficiency of guest check-in process compared to similar hotels and the best practices (Camp, 2024). Moreover, by integrating the first phase with existing best legal framework and human resource practices as discussed in various research studies, the hotel can train its employees to become more devoted to guest responsiveness and velocity which will ultimately lead to enhanced guest satisfaction and business performance (Hudson and Hudson, 2025).
Conclusion
Significantly, the analysis and discussion of guest services at Leobardo Hotel East Midland Airport reflect core lessons associated with personal and professional growth in the field of hospitality. For instance, several considerations associated with the assessment of the model of leadership proved that the leadership style affects the level of employee motivation; therefore, the adoption of transformative leadership model is critical to increase the efficiency and level of engagement of employees. Moreover, health and safety compliance encouraged participants to recognize the importance of compliance with established legal frameworks to meet not only organizational and guest expectations but also to protect the integrity of the hospitality organization. In addition, the real-world experience of the two-day guest services provided significant insights into the personal and interpersonal weaknesses and strengths, particularly with regard to communication and leadership skills, required to provide guest services. Finally, the learning objectives have been accomplished related to communication, collaboration, and leadership significantly contributed to a better understanding of the guest services and young professionals have obtained skills and tools to create excellent guest experiences that will impact their future career opportunities.
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