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Introduction
The Leonardo Hotel East Midlands is an outstanding choice for guests on business or leisure trips. For 10 weeks, I was part of the Reception/Front Office team and had the opportunity to observe a Front Office Supervisor at work. The department serves as the primary point of contact for guests, handling check-in, room reservations, checkout, billing concerns, and providing general assistance. Since people may first and last interact with the front desk, it significantly impacts guests. The job required professionals who were good communicators, problem-solvers, and capable of working on multiple tasks simultaneously. Participating in standard office operations gave me essential and valuable knowledge of the processes involved. It also helped me identify the leadership skills and other necessary skills required for the efficient operation and satisfaction of guests (Bardi, 2011).
Placement Learning Objectives:
· Ensure you are skilled in managing the office establishment.
· Ensure you enhance your abilities in customer support and clear communication.
· Pay attention to how managers work in a hotel as situations occur.
· Familiarize yourself with the use of property management systems (such as Opera) for collecting and managing guest information and payments.
· Update procedures for promptly handling and resolving guest issues.
I relied on Gibbs’ Reflective Cycle (1988) because it enables me to break the process of reflecting on what happened, what I felt, and what I can learn into several stages (Ackermann, 2024).
Section 1: Reflection on Experience and Personal Development
Description:
While at Leonardo Hotel East Midlands, I stood beside the Front Office Supervisor and collaborated on front office duties. My job primarily involved handling guest check-in and checkout procedures, addressing customer inquiries, arranging for early arrivals or late departures, and resolving billing discrepancies. My duty was to add and alter guest information in the Opera Property Management System (PMS). This made me notice how efficiently the hotel was managed, significantly affecting the guests’ enjoyment and the smooth operation during busy times and important events, such as weddings and conferences.
Feelings:
Initially, the fast-paced environment of the front office left me feeling overwhelmed and anxious. I was expected to handle multiple tasks simultaneously answering phone calls, managing check-ins, and navigating unfamiliar software like Opera PMS. One instance that stands out was during a hectic check-in period when a long queue had formed at the front desk, and I was still adjusting to the system. A guest grew impatient, raising their voice about the wait time. I felt flustered and unsure, but with a reassuring look from my supervisor and quiet guidance on expediting the process, I managed to check the guest in swiftly and calmly. The experience momentarily shook my confidence and made me realise how critical it is to stay composed under pressure. Over time, thanks to my supervisor’s encouragement and the team’s emotional support, I became more confident and capable of handling high-pressure situations. I began to take satisfaction in managing issues independently and learned that stress management is vital in the hospitality sector.
Evaluation:
One of the most positive aspects of my placement was observing how my supervisor dealt with guest conflicts and team dynamics. A particularly valuable learning moment occurred during a wedding weekend when a guest’s suite was not ready due to a miscommunication between Housekeeping and Front Office. The guest arrived early and was understandably frustrated. My supervisor listened attentively, remained calm, and offered complimentary refreshments while arranging an immediate room change. I assisted by contacting Housekeeping and updating the Opera system to reflect the changes. The guest appreciated the service recovery and left satisfied. Witnessing how composed and solution-focused leadership defused a tense situation made me realise how essential emotional intelligence and empathy are in frontline roles. In contrast, I struggled with Opera PMS when dealing with group bookings, particularly generating split invoices and adjusting nightly rates for multiple rooms. I found the process time-consuming and prone to error. This highlighted the complexity of hotel software and underscored the importance of interdepartmental collaboration, especially between Front Office, Sales, and Finance, to ensure smooth operations and guest satisfaction (Schoch, 2021).
Analysis:
Staying in this position helped me better learn how to manage tasks and assign them to others. In hotels, operations can be high-speed and require overseeing staff and the different procedures. I discovered that working with others as a team is necessary and that keeping all departments involved, especially Housekeeping and reservations, is crucial (Fallon & Rutherford, 2010). The modules from Level 5 on guest service and operations management taught me what is expected from excellent service quality. It enabled me to notice how staff members’ morale and their leaders’ decisions impacted the organization.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Communication:
Effective communication was critical to front office operations at Leonardo Hotel. I observed how the Front Office Supervisor adjusted her tone, language, and body language depending on the guest’s situation. For example, during a wedding booking dispute, one guest expressed frustration after a miscommunication about room allocations. The supervisor remained calm, listened attentively, and apologised sincerely before upgrading the guest’s room as a goodwill gesture. This approach defused the situation and retained the guest’s trust. Witnessing this interaction reinforced my understanding that listening and empathy are essential in front-office roles, consistent with Fallon and Rutherford’s (2010) emphasis on communication as a core managerial skill in hospitality.
Technical Skills:
My training on the Opera Property Management System (PMS) significantly enhanced my technical proficiency. I was responsible for checking guests in and out, allocating rooms based on preferences, amending bills, and inputting special requests. On one occasion, I had to manage a last-minute room change for a guest with accessibility needs. Using Opera, I reassigned their room, updated the profile, and ensured that housekeeping was notified immediately. Initially, I was nervous using the system under pressure, but I became more accurate and efficient with practice. This experience demonstrated that technological competency is essential for error reduction and guest satisfaction (Rughubalan, 2009).
Teamwork:
Front office operations depend on seamless collaboration across departments. A clear example was during a morning shift when we received an unexpected group booking due to an event relocation. I had to liaise with Housekeeping to prioritise room cleaning and with the Sales team to confirm guest details. We also informed Maintenance about immediate room inspections. The success of this last-minute operation showed me the value of interdepartmental communication and teamwork. Wood (2013) notes that hospitality environments thrive when departments work cohesively toward shared goals.
Task Management:
Time and task management were crucial in my role. I frequently produced occupancy reports and monitored reservation trends, which helped the team make informed operational decisions. For instance, when the occupancy report showed an overbooking risk due to an error in the reservation system, I raised the issue with the supervisor, who liaised with Sales to adjust the bookings. This proactive approach prevented a potential service failure. I also observed that the supervisor delegated responsibilities based on each team member’s strengths, optimizing workflow. This reflects Kotler et al.’s (2017) emphasis on aligning tasks with staff capabilities to improve performance.
Guest Service:
Providing customised service under pressure was one of the role’s most challenging yet rewarding aspects. One evening, a guest approached the desk upset that their wake-up call was missed, causing them to miss a flight nearly. I apologised sincerely, arranged for an immediate taxi, and offered a complimentary drink while they waited. The guest later thanked me personally, saying the gesture had changed their impression of the stay. This moment reinforced the importance of empathy, ownership, and proactive problem-solving. As Vallen and Vallen (2014) highlight, anticipating guest needs and delivering personal touches are central to hospitality excellence.

Section 3: Reflection on Organisational Issues
Issue Encountered:
As we updated the website system, Opera stopped without warning, just as expected. Guests came in for checkout. Consequently, there were delays, payments were charged twice, and queue line-ups formed. Due to the pressure on the Front Office, it was challenging to communicate effectively with guests (Kotler, Bowen and Makens, 2017).
Impact:
Customers became extremely frustrated when the system outage at checkout disrupted their busy schedules. As a result, some staff members began to argue with IT, blaming the IT team for the system failure. A significant problem emerged: the lack of a contingency plan and poor departmental communication. The team did not work together effectively in handling the issue, which increased stress and confusion, highlighting the need for better preparation for such problems (Onia, 2022).
Proposed Solutions:
If some efforts had been made, the problem could have been addressed differently.
· A manual procedure that the team can use to evacuate people in case of a power cut.
· Arrange for additional training so every staff member is familiar with basic troubleshooting solutions.
· Each technician should use a logbook to add real-time notes and updates during shifts.
These solutions reflect key principles from the Personnel and Resource Development module, emphasizing the importance of continuous staff training, role clarity, and preparedness for change to deliver service excellence. Adopting a theoretical standpoint, Kotter suggests that preparing employees for change helps mitigate panic during confusion (Benhadda et al., 2016). Moreover, Total Quality Management (TQM) encourages companies to continually improve and respond, which could have enhanced how this crisis was handled.
Conclusion and Action Plan
Summary of Insights:
During my placement, I had the opportunity to participate in all aspects of running a front office at a professional hotel. I gained experience in various skills, including those related to Opera PMS, effective communication, adaptability, and leadership knowledge. I studied individual situations, considered how I responded, and found improvements I needed using Gibbs’ Reflective Cycle. By reflecting on my experiences, I could further learn, offer practical solutions, and enhance my professional skills.
Future Action Plan:
· Enrol in courses to gain further knowledge of Opera PMS and other digital platforms for hotels.
· Simulate various scenarios to learn how to handle disagreements with customers effectively.
· Try for new placements in Sales or Revenue, as this would give me stronger insight into this field.
· Participate in leadership and task assignment education sessions to prepare for your duties.
It has made me understand how making day-to-day decisions, interacting with guests, and utilising the system effectively impact the organisation’s achievements and guests’ satisfaction. Reflecting on the learning objectives I set at the beginning of this placement—developing front office management skills, improving guest communication, gaining technical system proficiency, and observing leadership in practice—I can confidently say these were met. I not only applied theoretical knowledge to real-world challenges but also developed new skills that will support my future career in hotel administration.
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