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[bookmark: _b8xg2fso5i00]Introduction
Working at Leonardo Hotel in Exeter, the Front Desk department gave me a clear picture of what happens every day for both staff and guests. The hotel has a total of 170 rooms that include 6 rooms for executives and 7 rooms for meeting purposes. Therefore, the hotel can accommodate both leisure and as well as business guests. One of the main tasks was to take care of reservations, stay connected with guests and make use of the location's systems. As per the view of Guden and Safavian’s, (2024), the main aims of the hotel placement were to improve communication, get familiar with office software and see supervisors affected workplace efficiency.
[bookmark: _dklngoe7rjr8]Section 1: Using Gibbs' Reflective Cycle to Reflecting My Roles
Description
At the beginning of the shift, I was unaware of the Reception Early Checklist’s daily tasks. Among these activities were replacing the night team, keeping up with the F38 maintenance log, sending the city ledger to finance, consolidating third-party booking message loops, arranging laundry, upgrading guests when available and setting up guest arrivals in the system.
I also helped set up groups and meetings using the Conference Checklist so that all suites were tidy and had working gear, beverages and writing materials. Using these checklists, everyone knew what to do during each shift.
Feelings
At first, the amount and speed of my work stressed me out. I did not know much about the PMS, so I was unsure about my actions while handling financial information or booking. However, having team support and repeating my actions got me more confident. Personal touch projects such as preparing upgrades for loyal clients and organising smooth welcomes for big groups, are the most enjoyable part of my work. 
Evaluation
As a result of working here, I gained the chance to use technical knowledge under pressure. I was able to complete tasks like city ledger creation and group booking management more easily, due to my good attention to detail. In the beginning, I was not comfortable with tasks that needed checking finances as well as confirming reservations. I realised that even a small mistake in the system could result in unhappy customers or problems with billing, so therefore I started asking for help from them.  I remember an event very well, that was putting the conference together and relying on the checklist to get the water table, check the projector and sort out the necessary stationery. The event went smoothly, and the customer was happier. 
Analysis
Most of the leadership duties at reception were assigned to duty managers and senior staff (Wood, 2024). Their collected actions during this time demonstrated to me that being in charge makes a good team more efficient. While dealing with a higher number of clients, I managed events on schedule and avoided complaints from guests due to leaders' support.  Being in touch was important when handling laundry and receiving news from Booking applications and finance. I had to respond quickly and clearly to emails from guests and relay their requests to staff. In addition, I got comfortable with important tools used by the Ministry. Taking leverage of Opera PMS to take care of bookings emails and digital folders allows to keep all guest information conveniently and keep departments in touch (Wen and Chen, 2024).
Real-World Examples
For instance, I was required to prepare and send city ledgers. I also reviewed group reservations and printed invoices in advance of large events like the group lunch buffet. The event was scheduled for 20th May at 1 PM and there also was an evening buffet on 27th May 6 PM. There, I double-checked guest numbers. I was also responsible for their dietary requirements. All the updates I then emailed to the final ledger to the finance department. All the above-mentioned tasks demand accuracy. This is as mistakes could significantly affect accounting reconciliation (O'Neil and Coakley, 2024). Another real example was on 14th May. On that day two conference rooms were prepared with the help of the checklist of the conference. There, I assured proper HDMI projector setup. I also assured availability of stationery and guest refreshments. The event ran successfully. The clients were satisfied, and it was evidenced through direct feedback that I gathered. 
Strengths and Weaknesses
Key strengths I had included focusing on details, and a readiness to learn and communicate formality with guests and the staff. I started handling things like leading arrivals and updating the ledger after only getting used to working with checklists and developing the skills of critical analysis, and problem-solving.  Nonetheless, working on the technical side of administrative systems was more challenging especially so when dealing with billing and making billing corrections. These activities made me realise I still must increase my confidence using the system.
Action plan: 
	Skill 
	Initiative 
	time  

	Financial management 
	I will participate in training on budgeting, profit, loss statement management and billing  
	2 years (medium-term goal 

	Digital skill 
	I will attend online classes to develop knowledge of CRM applications, PMS tools and other booking applications. 
	6 months (short-term goal)


	Emotional intelligence
	I will attend a seminar to manage pressure and control emotion in challenging situations and do at least 30 minutes of mindfulness practices 
	1 year (short-term goal)



[bookmark: _k3bow4gh7cmz]Section 2: Discussion of Key Administrative Issues 
I found that the way staff are trained is not always standard. Depending upon the situation such as peak times or more challenging tasks, delays and errors began to appear because most new or temporary receptionists lacked proper onboarding. It may create negative commands that appear in different booking applications (TripAdvisor, 2023). The discussion concerning this issue fits well with what we learned in Personnel Resourcing and Development about how quality training is key to both excellent performance and successful retention. Ye and Chen, (2024) claim that employees will lose both their ability and motivation without proper development plans.  Digital literacy is crucial in hotels (Yulia and Irina, 2023). If new staff were trained in city ledger tasks or using the F38 system, their errors would drop, and they would not need as much support from supervisors. Krishnan and Radhakrishnan, (2023) indicate that service-trained employees can develop skills that support their work and those that help them relate to others. When reliable training was not provided, both important tasks and the final service were sometimes affected. A set and standardised training programme would make sure staff are accurate and aware of what their jobs require (Yoopetch et al., 2021).
[bookmark: _954497irt06h]Section 3: Future Trends in Hotel Administration
According to Mandić et al. (2023) self-check-in machines and online concierge services reduce pressure on the front desk and make everything more efficient.  On some occasions, many groups arrive at the Leonardo Hotel and the front desk receptionist faces the pressure of handling booking and check-in of customers. If guests used digital check-ins, the people at reception could deal with specific requests and help resolve issues (Ratnoday et al., 2025). In the event period, the administration department manages thousands of daily tasks. Now, guests are looking for fast service, ways to use technology and customised experiences. It became easier for me if I received notification letters for Booking.com guests while at the hotel.  The technological progress in PMS systems will shape how work is done at the front desk. Over time, real-time housekeeping, financial and CRM tasks might be handled through one single interface. Based on Stoyanova-Bozhkova et al. (2022), working well in this environment requires hospitality professionals to acquire digital skills and emotional intelligence. I realised how important it is to be both quick at picking up new systems and able to respond to guest wishes through my position.
[bookmark: _xtza35gisyrr]Conclusion
The experience in the practice placements helped meet the learning objectives by showing better communication, knowledge of the system and awareness of supervisors’ impact on operations. Analysis of training issues and technology changes brought important professional knowledge. Because of this foundation, hotel administration development and preparation for future challenges in hospitality management can continue through technological advancement.
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