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Reflective Analysis on Front Desk Administration at Leonardo Hotel East Midland Airports
Introduction
Front desk department of Leonardo Hotel East Midland Airports is a frontline department as it is the point of contact for the guests. The department is responsible for dealing check in, check out of the guests; handling inquiries and correspondence with other departments for providing guests with an uninterrupted experience. A total of three learning objectives have been defined for the placement and they comprise improvement of leadership skills by examining the workings of supervisory roles, advancing the understating of sophisticated administrative software and enhancing the problem-solving abilities while coping with stressful instances. Involvement in these learning objectives is proposed to prepare individuals for dealing with various pitfalls presented during hotel administration.
Role Reflection
The front desk in Leonardo Hotel East Midland Airports serves as a primary point of sales and operations, wherein it manages guest check-in, guest complaints, and internal coordination between different departments. Considering the role of front desk employees, the Gibbs Reflective Cycle focuses on how applied leadership styles and communication skills affect the front desk operations. To begin, leaders on the front desk must be flexible with their leadership approach, as mentioned by Sandstrom and Reynolds that a dynamic leadership usage can affect hotel operations and services (Sandstrom and Reynolds, 2020). Likewise, communication and computerisation have been identified as essential factors in managing guest requests and ensuring effective hotel operations. Bigwanto et al (2024) emphasized the need for the front desk to have both technical and communicative skills in ensuring guest request satisfaction and improved hotel efficiency, as the front desk acts the hotel’s information centre.
The Leonardo Hotel East Midland Airports has its own front desk challenges as well, such as high-volume transactions and different type of guest’s expectations. During the placement experience, one major challenge was a booking system discrepancy. Resolving guests issues due to the booking discrepancies required mastering the technical skills along with the hospitality qualities to satisfy the guests. For example, in this case, while providing updates of the bookings made in real-time, the property management systems should have been functioning properly. Bookings made through central reservation clashes with availability in the actual hotel. The mastery of this particular skill was insisted on in literature related to the hotel innovations in technology (Shin et al, 2019). Such an operation challenges signifies the importance of enhancing our problem-solving skills by understanding and ensuring that relevant trainings are provided as well as liaising with other departments that directly affect the front office operations. In addition, the reflection on human resource management trends in the overall hospitality industry supports that adapted management practices were used to control high employee retention rates due to the Great Resignation improving both team developments and service outcomes (Liu-Lastres et al, 2023).
In addition to that, the placement at Leonardo Hotel East Midland Airports and the interaction with guests’ managerial representatives made it clear that some personal strengths and weaknesses exist. The strengths are such that effective communication and the capacity to remain calm under enormous pressure, while the weakness are such that the knowledge of administrative software is not at all consistent and solving problems has limited sophisticated alternatives. While the above three areas have been identified, it is crucial to note that there is an action plan for bridging the majority of the weaknesses. This plan concentrates on professional development which includes improved technical training followed by attending workshops that build the capacity to better solve problems. In this instance, both statements were influenced by the contemporary literature on talent development in the hospitality market (Baum, 2019). It is worthy reiterating that the action plan was created not only to advance existing competencies but also to improve trends in the marketing sector where there is a need to build existing practical skills to make further successful progress and competitive career development (Ward, 2023).
Action Plan
1. Weakness: Poor Internal Communication
Impact: Misunderstandings between departments, guest dissatisfaction, and service delays.
Actions:
· Implement a centralized communication platform (e.g., Slack, Microsoft Teams) to streamline real-time communication between front desk, housekeeping, and management.
· Conduct daily shift briefings to ensure all staff are updated on VIP guests, special requests, maintenance issues, and occupancy status.
· Provide staff training on effective communication techniques, including active listening and concise reporting, especially for guest-related updates.

2. Weakness: Inefficient Use of Administrative Software
Impact: Delays in check-in/check-out, booking errors, inaccurate reports, and revenue loss.
Actions:
· Schedule monthly training sessions for all front office and admin staff on how to use the PMS (Property Management System) effectively, including updates or new features.
· Assign software ‘champions’ or super-users in each department who can assist others and ensure consistent usage across shifts.
· Audit system use quarterly to identify common errors or underutilized tools and adjust training accordingly.

3. Weakness: Inadequate Problem-Solving Skills
Impact: Slow or ineffective resolution of guest complaints, increased negative reviews, and loss of repeat business.
Actions:
· Introduce scenario-based training during onboarding and staff meetings, allowing employees to practice resolving real-world guest issues.
· Empower front-line staff with decision-making authority (within guidelines) so they can resolve minor issues (e.g., room switch, small discount) without waiting for manager approval.
· Track and analyze recurring problems using a simple logbook or digital tool to identify trends and apply long-term fixes.

Discussion of Key Hotel Administration Issues
A major workplace culture problem I have seen throughout my placement is the unpreparedness in crisis management, which is eventually caused due to high turnover rate of employees. According to study conducted by Abo-Murad et al, (2019) unexpected crisis has catastrophic implications to hotel operations when the organizational culture is inadequate in accomplishing effective crisis management. This concern can also be observed during my placements when misunderstandings are caused to deliver the service in timely manner. Therefore, organizations should take effective role with the positive culture in order to ensure preparedness in crisis management situation. As per my organisational behaviour academic module, working in this organization has made me realize how important it is to have inclusive culture which ensures clear communication and strong crisis management in order to connect the theoretical aspects with practical learning. Furthermore, in another study by Xu et al., it is mentioned that developing technological environment in hospitality, such as service robots, could create new leadership mechanisms which may help to connect technological issues associated with communication and internal culture through new structure (Xu et al, 2020).
Future Trends in Hotel Administration
Future trends in hotel operations indicate a disruptive change that will be mostly driven by the integration of Artificial Intelligence (AI) into operations, changing customer behaviours, and new technologies. AI-based systems, such as predictive analytics, increasingly supported the hotels’ operational decision making, which imply new learning requirements for front office employees to use these systems instead of traditional ways (Anubala 38-58). This demand for using modern technologies is further fuelled by younger generations, particularly millennials who expect technologically advanced ways of interactions during stays, which forces hotels to develop their IT infrastructures for improved digital and personalized service delivery (Breda et al. 139-162). My work placement reflected these future trends as well since the introduction of the new AI-based booking platform allowed for increasing operational efficiency at the reception by decreasing the aver4age time spent on check-in. However, this trend also created a need for additional staff training to ensure correct data understanding as well. The rapid implementation of technology solutions in all aspects of hospitality demonstrates the need for flexibility and agility of the front-line employees. They refer to transformational changes in the service manifestation as a result of current technological innovations (Perepelytsia and Yurchenko 2019).
Conclusion
The leadership skills development and administrative software professional mastery have served the purpose of providing the means for efficient overcoming of the typical front office-related issues and challenges. The obtained experience highlights the importance of continuing with the professional and personal development in adapting to the changing leadership technologies and practices which are relevant for daily front desk operations as a fast-paced and constantly-changing field. The learning outcomes I achieved can provide the necessary exploration of the relevant topic in the hospitality and hotel industry which keeps on growing and changing with respect to the demands and expectations of the modern public. Following this trend, getting armed with the updated knowledge and skills aimed at contributing to the advancements of hotel administration in the future makes the researcher highly competitive in the everchanging professional environment.
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