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I did my ten-week Level 6 job at the Leonardo Hotel, East Midlands Airport. I worked in the Front Office, which is an important part of running the hotel's business. This department is the face of the hotel. It is in charge of checking guests in and out, assigning rooms, managing reservations, and making sure that all offices can talk to each other easily. The front desk is also very important for managing revenue, making sure visitors are happy, and making sure operations run smoothly (Yang, 2021). 
I started my placement with three key goals for what I wanted to learn. First, I wanted to get better at customer service and talking to people by talking to guests in person. Second, I wanted to get some real-world practice with different office tools, such as Property Management Systems (PMS). The last thing I wanted to know was how the front desk team is led and how that affects the success of operations and the mood of workers. 


[bookmark: _Toc200874056]Section 1: Role Reflection
I use Gibbs' (1988) Reflective Cycle to order my thoughts. It has seven steps: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan (Wamba et al., 2017). 
The Job and Responsibilities: I welcomed guests, oversaw the check-in and check-out processes, took care of reservations, answered questions, and worked with housekeeping as a front desk associate. Under the supervision of the front desk manager, I learned how to use Opera PMS to book rooms and handle payments. 
Clear communication, delegating tasks, and making decisions in real time were all ways that front office leaders showed they were in charge (Janson, 2024). The manager kept an eye on key performance indicators (KPIs), set daily goals, and gave helpful feedback during morning meetings. 
Operational Efficiency and Skill Reflection: The supervisory job was mostly responsible for making sure the front desk ran smoothly. One important reason was that the Opera PMS dashboard made it possible to divide up daily tasks so that no one on the team was overworked. Strong communication skills were necessary to avoid leaving things out or doing the same thing twice, especially during shift changes (Mohan et al., 2023). One problem was figuring out how to professionally handle a lot of guests. During the Midlands Marathon weekend, the hotel was full to the brim. It was hard for me to answer the phones, handle check-ins, and talk to cleaning. My boss taught me how to use the PMS tools better and set priorities for tasks so that I could keep an eye on what was going on in the room. 
Real Examples: One time that comes to mind is when a visitor came late at night, and their reservation was cancelled by mistake because of a payment error. I found an open room and did a manual override after talking to the boss. I changed the reservation using the Opera PMS. The secured payment was approved again, and the passenger was given a place to stay. Both my technical and emotional abilities were put to the test. Another time was when someone on the team called in suddenly sick. The boss quickly changed the schedule and gave some of their tasks to other team members. I was supposed to handle both service tasks and calls at the same time. I had to be able to change quickly and have a good attitude, which are two things I think are some of my strengths. 
Action Plan for Professional Development: Going forward, I plan to:
· Attend workshops on advanced PMS usage to deepen my technical skills.
· Improve time management through daily planning and prioritisation techniques.
· Seek mentorship or shadow experienced supervisors to understand strategic decision-making.
· Practice assertive communication to better handle difficult guest situations.
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One problem I saw with the administration was that different people didn't know how to use the Opera PMS and other systems, like the CRM app that was used to handle the loyalty program. New employees often got training on the job from more experienced coworkers, which led to a range of levels of ability. It was especially bad for temporary workers and interns, who made mistakes when managing guest information, billing, and making reservations. According to Valeri and Sousa, inconsistent training in the hospitality industry can negatively affect operational efficiency and customer satisfaction. Proper training is very important in service-based industries where customer satisfaction is closely linked to staff competence (Valeri and Sousa, 2024). Staff members who aren't trained do more than just slow things down; they also make the customer experience worse. This exactly happened to me during my second week on the job, when a new coworker accidentally gave a pre-paid ticket to the wrong person because they didn't know how to bypass the system. This made a visitor unhappy, which led to a bad report.  A planned onboarding process and ongoing professional development (CPD) make operations more efficient and reduce staff churn (Feng, 2015). This best practice wasn't followed at the Leonardo Hotel because there wasn't a full training system in place. Even though the senior staff had a lot of experience, the team's performance was usually worse because informal training wasn't always followed through on, especially when things were busy.  The Personnel Resourcing & Development class I took at Level 5 stressed how important it is to match training with both practical and strategic goals. For example, a hybrid training model that includes online lessons, workshops, and system simulations could help cut down on the time needed to train new employees and boost their confidence (I.Y Kalinina, T.P Golovchenko and N.V Rubtsova, 2020). Through my job, I've seen what happens when you don't get enough training, and it's made me realize how important HR methods are in hotel management. 
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One of the new trends I noticed is the slow coming together of artificial intelligence (AI) and robotics in the front office (ALI and HASSOUN, 2019). The Leonardo Hotel still uses old technologies like Opera PMS and check-in forms that are filled out by hand, but the management staff was interested in digital kiosks, smartphone check-ins, and robots that are powered by artificial intelligence. Artificial intelligence is changing hotels by automating boring tasks and freeing up staff to focus on customer service that is tailored to each individual. One example is voice-activated room service, which is becoming more and more popular in smart rooms. Even though they aren't fully used yet at the hotel where I'm doing my job, I think these technologies will soon play a big role in how the front desk works (Talukder, Kumar and Tyagi, 2024). 
The analytics panel and automatic reporting tools in Opera have already shown me how much time automation can save. But staff members were also worried about job security and how guest service was becoming less personal. This fits with what Buhalis and Leung (2018) say about how technology should improve human connection in hotel settings instead of replacing it (Buhalis, Leung and Lin, 2023). 
As a future hotel manager, it will be hard to balance speed with understanding when dealing with guests. I'm excited to learn more about hospitality technology and how it could be used to improve the way people are helped. 
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When I think about my ten-week job at the Leonardo Hotel, East Midlands Airport, I know it was a life-changing chance to learn. I reached my first three goals: getting better at communicating and helping customers, learning how to use PMS software, and learning more about how to lead a group.  Working for a front desk boss with a lot of experience taught me how directly leadership affects staff morale and how well operations run. Aside from that, I became more aware of how system information and training affect daily work. I now understand that learning in the hotel industry requires more than just theory. It requires adaptability, persistence, and a commitment to continuous growth. I will use what I've learned from this experience to improve my secretarial and management skills, which will help me get jobs in the hotel industry.
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