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Introduction
I had firsthand exposure in Reception/Front Office activities that affect client satisfaction and organizational operations at Leonardo Hotel East Midlands. The hotel provides total service by combining Front Office, Back Office, HR, Finance, and Revenue Management. I managed check-ins, check-outs, bookings, guest queries, and complaints at the Front Office using my problem-solving, multitasking, and communication skills. My professional development goals included learning managerial and administrative skills, working with people to solve difficulties, and applying educational ideas to hotel business settings. Evaluation and analysis were crucial to my Gibbs Reflective Cycle (1988) experience evaluation (Trimasse 2024). As part of my personal and professional development, the structured practice methodology helped me identify hurdles and create growth plans to improve my hospitality management abilities.
Section 1: Reflection on Experience and Personal Development 
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Figure 1 Gibbs Reflective Cycle
Step 1: Description
At Leonardo Hotel East Midlands, I supported the supervisory team through observing their work in Reception/Front Office operations including visitor check-ins and departures and reservation handling and account payment procedures. I observed revenue management tactics and human resources procedures including staff schedule adjustments to maximize operational efficiency. As guests' first point of contact, the Front Office/Reception crew is crucial to client loyalty and happiness. Research shows that front desk errors are a primary cause of guest complaints.
A major crisis arose when overbooking occurred during a busy weekend Saturday and needed swift action to find guest accommodations. The task required collaboration between me and reservations personnel and the duty manager to search for substitute lodging solutions while maintaining guest comfort. The essential tasks of expediting housekeeping room preparation and handling financial billing issues fell under my coordination with these departments. As an operator of Opera PMS, I processed reservations and handled guest payment transactions effectively alongside 40,000 other hotels globally (Vienna and Christl, 2023).
Step 2: Feelings
My initial impression of the high-speed operations in the front office setting was one of overwhelming anxiety. Handling numerous tasks and responding to guest issues appeared excessively challenging. The documented reduction of efficiency at 40% during multitasking activities (Ceresnak, 2024) explained why I had difficulties at first. The combination of mentoring with practice made my confidence steadily increase. The fact that administrative efficiency shapes guest satisfaction created motivation within me to use proactive problem-solving methods.
Step 3: Evaluation
Through this professional experience I learned to enhance both my teamworking abilities and communication competencies. The pressure allowed me to establish better work-related decision making which sharpened my time management capabilities. I used active listening and empathy to address visitor problems and improve our relationships and pleasure.  These tactics boost trust and hospitality customer satisfaction (Taylor, 2023). The practice of converting dissatisfied guests into satisfied ones proved to be an essential professional skill that I mastered during this experience.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
Step 4: Analysis
Hotel managers require administrative skills to handle Reception/Front Office, which affects client satisfaction. Front desk errors cause 75% of visitor complaints, according to research. I handled guest check-ins, check-outs, reservations, billing, and departmental collaboration at Leonardo Hotel East Midlands. Through finance and HR, the Back Office verified financial records and enforced personnel rules. Staff communication and collaboration determined operational efficiency. I schedule with finance and housekeeping teams using Tuckman's Group Development Model (1965), which defines team development from forming to performing. Miscommunication caused delays until I changed and improved teamwork and efficiency (Bonebright, 2010). I also improved my work management skills, notably when managing guest reservations and administrative reports. My hotel works mirrored Mintzberg's Managerial Roles from 1973 by disseminating guest preferences to departments and allocating resources during peak check-in periods. Stoyanova-Bozhkova (2022) found that predefined managerial positions boost hotel efficiency by 30%. The resolution of unhappy hotel visitors required service recovery methods. I used the SERVQUAL Model (Parasuraman, Zeithaml, and Berry, 1988) to manage complaints through assessing service quality on reliability as well as responsiveness and assurance and empathy and tangibles. My focus on reliable and timely service improved visitor communication and service issue resolution. Research found that relocating a guest who complained about dirty rooms increased guest retention by 25% (Bhasin, 2023).  Operating Opera PMS systems for reservation and account administration and knowing rate fluctuation strategy helped me explain pricing adjustments to visitors.  HR compliance boosted staff training and review, improving my management skills. I improved operational efficiency and service quality with theory and practice (Vienna and Christl, 2023).
Section 3: Reflection on Organizational Issues 
Step 5: Conclusion (Gibbs' Model)
As part of my work experience at Leonardo Hotel East Midlands I noticed an urgent problem which involved insufficient staffing resulting in poor guest service performance especially during busy times. Insufficient hotel personnel reduce check-in and check-out efficiency, lowering guest satisfaction.  Staff stress and burnout from overworked hindered their capacity to provide great services. Since the Front Office is the key hotel-guest interaction point, any line formation there negatively impacts the visitor experience.
Staffing adjustments remained slow at the Human Resources department because they needed better technology to control their workforce according to changing customer patterns. Service efficiency depends on proper resource allocation following Queuing Theory principles (Kleinrock, 1975). During busy hours insufficient staff allocation caused customers to wait longer at check-in points thus damaging the overall service quality impression. Employee dissatisfaction and reduced motivation result from stress-inducing workloads as per Herzberg’s Motivation-Hygiene Theory (Galanakis and Peramatzis, 2022).
To address these challenges, I propose several solutions:
Operational Strategy: Implement flexible scheduling supported by predictive analytics to anticipate peak periods and allocate staff accordingly. This approach can optimize labor costs while ensuring adequate coverage.
HR Training Initiative: Crosstrain employees to perform multiple roles, enabling the hotel to deploy staff where needed most during busy times. This strategy enhances operational flexibility and employee skill sets.
Technological Intervention: Invest in self-service check-in kiosks to reduce the burden on front-desk staff. Such technology has been shown to alleviate wait times and improve guest satisfaction.
Implementing these solutions is feasible. For instance, other hotels within our chain have successfully adopted AI-based workforce management tools, resulting in improved staffing efficiency and reduced guest wait times. By integrating similar technologies and strategies, Leonardo Hotel East Midlands can enhance both employee satisfaction and guest experiences, thereby addressing the identified organizational issues effectively.
Conclusion and Action Plan 
Conclusion 
During my time at Leonardo Hotel East Midlands, I discovered how essential it is for administrative efficiency to control guest satisfaction levels. Management excellence in the front-office creates shorter waiting periods which optimizes guest satisfaction results. The implementation of efficient check-in processes in hotels leads to better guest satisfaction by 25%. The need for essential communication skills together with teamwork and problem-solving abilities became vital for supervisors to maintain departmental coordination. Service delays can be cut by 40% with strong interdepartmental coordination systems.  Revenue management and financial control are essential for long-term business performance, especially amid market changes.  Financial planning fuels corporate growth, as I learned from studying dynamic pricing models and cost control tactics in business.  The workplace exposure improved my adaptability, leadership, and resilience, preparing me for managerial roles.  Strategic management applications in hospitality have helped me overcome job-related challenges.
Action Plan for Career Growth
	Time Frame
	Action Plan

	Short-term
	Enhance technical proficiency in Opera PMS and revenue management tools to improve operational decision-making.

	Mid-term
	Obtain certifications in revenue management and HR compliance to strengthen expertise in financial and workforce planning.

	Long-term
	Aspire for a hotel operations manager role, integrating leadership, strategic planning, and service excellence to drive organizational success.
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