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[bookmark: _Toc190963214]Introduction 
Leonardo Hotel Cardiff is considered a part of the Leonardo Hotels UK chain which mainly offers accommodation, dining and high-quality event facilities to its consumers (Leonardo-hotels, 2025). All the administrative operations conducted by the entity help ensure seamless regular functioning by managing many crucial tasks like front office management, housekeeping, event coordination and more. Focussing on this context, the Reception or Front Office Department of the hotel plays a critical role in providing quality guest services. Many crucial tasks like handling check-ins, checkouts, reservations, guest inquiries and more are handled by the department.
Shedding light on the learning objectives for placement in the Reception/Front Office Department of Leonardo Hotel Cardiff
1. To develop strong proficiency in handling all the front office or reception operations especially the check-in or checkout procedures and reservation management.
 2. To significantly enhance consumer service skills by effectively interacting with all the guests and resolving their inquiries. 
 3. To gain first-hand experience in the utilisation of hotel management software for swiftly carrying out bookings, billing and record keeping.
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[bookmark: _Toc190963216]Shadowing a supervisory position in hotel administration of the Reception/Front office department at Leonardo Hotel Cardiff by the application of the Gibbs reflective cycle
[bookmark: _Toc190963217]Description 
My placement at Leonardo Hotel Cardiff provided me with a lot of opportunities to shadow a supervisory position in the Reception/Front Office department. Some of the major operations associated with the post involve managing guest check-ins and checkouts, handling complaints and more (Pieper et al., 2021). 
Feelings
I have felt quite overwhelmed by the very fast-paced environment and the level of responsibilities the supervisory job position demanded in the initial stages. Despite feeling pressured at first, I became more involved and my level of confidence in handling tasks and interacting with guests was boosted greatly. It has also helped me in providing a sense of accomplishment after I managed to resolve some guest issues.
Evaluation
The experience gathered while working in the department of front office or reception of the hotel has been highly beneficial for me. I was given the opportunity to gain a lot of practical understanding and knowledge regarding work-based skills required in hotel administration. I have also managed to realise the role of effective communication and maintaining a productive interaction with the guests to elevate their satisfaction level. 
 Analysis
The experience gained while shadowing my supervisory job role in the reception department of Leonardo Hotel Cardiff has deepened my level of proficiency. I have become successful in closely understanding the inter-relationship between personal and vocational development (Fairbank, 2023). Depending on my previous industry experience and academic journey, a very strong foundation has been provided to me. It has resulted in emphasising the significant impacts of effective task management on boosting team morale and operational efficiency of the hotel. 
Conclusion
Shadowing the supervisory position has highlighted the necessity for balancing technical expertise with many soft skills like communication and teamwork. The ways through which they help in meeting all the guest expectations have been understood by me (Bassot, 2024). Overall, I have gained success in recognising the overall value of depending on mentorship and hands-on experience in developing competence.
Action Plan
I will seek many additional opportunities to gain excellence in performing in various leadership roles. Approximately 2 to 3 hours will be invested on a regular basis to practice conflict resolution and further enhance my technical knowledge (Marr, 2022). I will also make sure to value all the feedback that will be given to me by the supervisors and peers to pinpoint all the areas for improvement. 
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[bookmark: _Toc190963219]Providing a detailed analysis of the significance of work-based skills and technical knowledge in hotel administration
Work-based skills and technical knowledge are regarded as very crucial for the management of various hotel administration activities at Leonardo Hotel Cardiff. Performing effective administration in the reception/front office department mainly requires a strong combination of interpersonal and technical skills. 
Exploring the significance of work-based skills
Getting to shadow the reception/front office department has played a very major role in revealing the importance of communication, problem-solving, and multitasking skills (Bean-Mellinger, 2025). For instance, I have managed to evolve lots of work-based skills while trying to handle guest inquiries and complaints. 
Understanding the importance of technical knowledge
Technical knowledge plays a very imperative role in operating various property management systems. All these systems are directly related to streamlining the check-ins or check-outs, room allocations and financial transaction operations of the Leonardo Hotel. Gaining familiarity with data analytics has also proven very vital for successfully analysing the occupancy rates and forecasting which often helps in stimulating informed decision making. For example, I have observed the ways through which automated reports were generated using the PMS (Modularvisit, 2025). It has helped me in fulfilling all the staffing and promotional strategies to effectively elevate operations during peak periods.
Drawing relevance of the aforementioned skills to the administrative tasks
Practising various work-based skills like conflict resolution and leadership has managed to directly influence the efficiency of administrative tasks. Combining all the skills with technical knowledge has been very significant in providing hands-on experience for excelling in a dynamic work environment.
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[bookmark: _Toc190963221]Providing a detailed reflection on the overall experience gathered and identification of lack of communication issues encountered within the reception/front office department of Leonardo Hotel Cardiff
Reflecting on the overall experience gained after shadowing the supervisory position in the reception/front office department of Leonardo Hotel Cardiff
I have gained access to many valuable insights regarding the hotel operations of Leonard after shadowing the supervisory position in the reception department. It has also managed to successfully highlight the necessity of following efficient systems and practising cohesive teamwork for providing guest-centric service delivery. 
Demonstrating the organisational issue
One notable issue has been noticed that involves a significant lack of effective communication among the reception staff and other departments of the hotel (Morosan and Bowen, 2022). Several instances of getting delayed updates regarding room readiness have resulted in the development of many uncontrolled operational inefficiencies. This particular issue has contributed towards severely impacting overall guest satisfaction. For instance, several guests have been kept waiting from offering misaligned information about their room availability. It has resulted in several discrepancies in the daily operations of the hotel and severely compromised overall guest satisfaction.
Depicting the impacts of the issue and providing suitable solutions and theoretical support
The aforementioned organisational issue has negatively affected the reception department's performance at the Leonardo Hotel in Cardiff. Some negative effects like delayed processes, increased level of workload for front office staff and more have been observed. Guest service has also majorly suffered from delays in providing services potentially harming the hotel's reputation. Hence, the implementation of a real-time communication system and the adoption of a strong integrated software platform can successfully overcome the issue. It can also ensure constant updates on room status and successfully align with all the principles of Lean Management. Herzberg's two-factor theory and Systems Theory can be also strictly followed to address all the dissatisfaction factors for improving employee morale and performance.



[bookmark: _Toc190963222]Conclusion and Action Plan 
Overall, the shadowing experience at Leonardo Hotel Cardiff's Reception/Front Office department has been very instrumental in developing several work-based skills and technical knowledge. Actively observing and participating in various administrative tasks of the department has managed to highlight the significance of effective communication, problem-solving and technical skills. On the other hand, upon realising the particular organisational issue involving poor communication I have decided to undertake formal training in data analytics and seek mentorship from many experienced professionals to improve my leadership abilities.
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