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This reflective account is structured using the ERA (Experience, Reflection, Action) cycle developed by Jasper (2013), to evaluate key experiences from my ten-week placement at the Leonardo Hotel East Midlands Airport (Leonardohotels.co.uk, 2025) - a four-star property known for its excellent location and the friendliness of its staff (Tripadvisor, 2025).
I worked within the front office department, where my responsibilities included managing guest check-ins and check-outs, handling reservations, resolving queries, and maintaining communication with other departments. These duties were supported by the use of the hotel’s Opera Property Management System, a critical I.T. tool to update guest profiles, allocate rooms, and manage bookings. Having an efficient operating system in hotels help streamline workflows and enhance service consistency which can directly improve overall operational performance and guest satisfaction (Jones and Lockwood, 2002). Leadership in the front office was primarily provided by the duty managers, whose responsibilities included overseeing guest services, supporting staff during busy periods, and coordinating with other departments. Their leadership was especially crucial in high-pressure situations, where clear delegation and swift problem-solving were required. 
To guide my learning, I set myself three key objectives at the outset: to develop a practical understanding of front office operations; to enhance my interpersonal and professional communication skills; and to understand how daily hotel operations are managed.
One significant experience that shaped my understanding of hotel operations involved a guest reporting an insect in their room. The receptionist, whilst not physically verifying the claim, relocated the guest to another room to prevent further dissatisfaction. However, she was uncertain about whom to report the issue to and left a note for the duty manager, who was in a meeting. The head housekeeper later expressed frustration with the receptionist, explaining that all cleanliness-related complaints should be directed to her department immediately for prompt investigation and resolution. This incident highlighted the consequences of poor communication between departments and the importance of understanding internal reporting procedures to avoid staff conflict. Reflecting on this, I recognised parallels with my own uncertainty regarding interdepartmental protocols, which has previously led to delays or miscommunication. As Kattara, Weheba and El-Said (2008), suggest, efficient internal communication is essential for maintaining service quality and staff cohesion in hospitality environments.
A second challenge occurred when the hotel’s car park reached capacity before midday, despite over 60 guests—including long-stay park-and-fly customers—still expected to arrive. With three conferences also scheduled that day, the situation quickly escalated. The duty manager opened the overflow parking area, and staff attempted to assist arriving guests. However, many guests were dissatisfied about not being able to find parking spaces, which created stress for both guests and staff. The cause was traced back to a failure to monitor the booking levels for the car park, leading to overcapacity. While the team managed the situation with professionalism, I realised that it could have been avoided through better planning and awareness of the day’s operational demands. According to Brotherton (2003), anticipating service pressure points is a key competence in hospitality and is necessary to sustain service quality. Although I remained calm and courteous throughout, I reflected that I could have had greater awareness of operational schedules which would have enabled me to contribute more proactively
These experiences also provided insight into how supervisory roles impact operational efficiency. The duty manager’s ability to remain composed, delegate tasks, and resolve issues was key to maintaining order during both incidents. Leadership in such contexts requires not only decision-making skills but also effective communication and a deep understanding of all operational areas (Yukl, 2013). I observed how the absence of clear leadership or delayed supervisory involvement could lead to confusion, guest dissatisfaction, and internal conflict. 
From a technical standpoint, the use of the Opera system was integral to my daily responsibilities. I used it to manage guest bookings, process check-ins and coordinate with other departments. Although I did not use any finance tools directly, I observed how digital systems contributed to efficiency without compromising quality. Digital systems play a crucial role in ensuring administrative accuracy and facilitating cross-departmental coordination, particularly in understaffed environments (Gupta, 2023). During my time at the hotel, I observed that maintaining adequate staffing levels was a persistent challenge, often requiring operations to continue with a minimal workforce.
Reflecting on my development, I identified strengths in maintaining professionalism and empathy when dealing with challenging situations. I consistently listened attentively to guests and communicated clearly. However, I also recognised areas for improvement, such as hesitating to take initiative when uncertain of procedures and becoming too focused on immediate tasks at the expense of broader operational awareness. These are areas I aim to improve to become more effective in a supervisory or managerial capacity.
To support my professional development, I plan to shadow other departments to better understand their functions and improve communication across teams. I will also ensure to review the hotel schedule at the start of each shift and aim to take a more proactive role in identifying potential service issues. In addition, I intend to undertake training to strengthen my technical skills in hospitality software systems, thereby enhancing my ability to contribute more fully to future operational roles.
During my placement, a key administration issue I came across was that the duty manager was regularly called upon to handle a wide range of tasks. These included dealing with guest complaints, covering busy periods over different departments, and even making wake-up calls; tasks that could have been managed by other supervisors or team members. This suggested that responsibilities were not being shared effectively, and that the duty manager was relied on too heavily.
This type of management approach can cause problems in a busy hotel environment. When one person is expected to manage everything, it can slow down service and put unnecessary pressure on them. According to Bardi (2011), front office operations run more smoothly when responsibilities are clearly divided and supervisors are trusted to manage their teams through the use of total quality management (TQM). In my experience, many supervisors appeared unsure about making decisions and would often wait for the duty manager to step in, even in routine situations. One specific example, as mentioned earlier, a receptionist delayed reporting a cleanliness complaint by leaving a note for the duty manager instead of notifying housekeeping, showing poor communication and unclear roles.
This links directly to what we’ve studied in the Management & Organisational Behaviour module, especially around leadership styles, communication, and staff motivation. Robbins and Judge (2019) suggest that when staff are not given enough responsibility or trust, they are less likely to feel motivated or take initiative. That was clear in this situation, where the lack of delegation led to slow decision-making and lower team morale.
To improve this, a growing trend in hotel administration is the adoption of digital coordination tools to improve task management and communication. These systems help ensure guest requests and operational issues are sent directly to the right department, reducing delays and lessening the need for constant managerial intervention. Modern platforms like Hotelkit allow staff to receive real-time updates, track tasks, and communicate across departments (Hotelkit, 2025). Research by Piccoli, Lui and Grün (2017) indicate that these tools increase operational efficiency by clarifying roles and speeding up service responses. Effective use of such systems can empower employees, improve accountability, and reduce management workload. Torrington et al. (2020) highlight that clear communication supported by technology helps create more agile and motivated teams. Based on my experience, implementing these tools could enhance staff confidence and lead to smoother hotel operations.
Overall, my placement highlighted the crucial role of effective communication, clear delegation, and teamwork in hotel operations. I observed that over-reliance on the duty manager can hinder efficiency and increase staff pressure. Implementing digital tools for task management could improve coordination and reduce delays. I feel I achieved my learning objectives by gaining practical knowledge of front office processes and enhancing my communication skills. However, I also identified the need to develop greater initiative and a wider understanding of hotel operations. This experience reinforced the importance of strong leadership, collaboration, and technology in delivering quality service and moving forward, I plan to expand my skills through cross-departmental learning and further training.
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