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Overview of the Hotel's Front Office Operation
The Marriott Hotel Cardiff's Front Office department is a well-structured entity that plays a crucial role in the hotel's operations. It is responsible for guest services, reservations, and room allocations, ensuring that guests' needs are met efficiently. The department's structure is hierarchical, with roles ranging from front desk agents to supervisors and managers, each contributing to the hotel's operational success in its unique way. (Uttarakhand Open University , 2024)

Model of Reflection Used
My choice of Graham Gibbs' Reflective Cycle to structure this reflection is a testament to my commitment to critical reflection. This model, with its six stages of Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan, provides an organised approach to introspection. I am eager to use the learning opportunities it offers to enhance my future practice, especially in work-based environments where reflection is critical for development. (The University of Edinburgh, 2024)

Reflection on Experience and Personal Development
One of the most significant experiences during my placement was addressing an overbooking issue that left guests without available rooms. This challenging situation tested my problem-solving skills and adaptability, and it was a valuable learning experience that I successfully navigated.
Feelings: Overbooking initially caused anxiety, but as I gained experience, it transformed into a sense of empowerment. Working with reservations and guests boosted my confidence and demonstrated significant personal growth.
Evaluation: Looking back, I believe the overbooking situation was handled well overall, with the guests satisfied with the alternative arrangements. However, the initial stress I experienced underscored the need for improvement in managing my emotions under pressure. This experience was a crucial lesson in remaining calm and composed during challenging moments in the Front Office.
Analysis: Gibbs' Reflective Cycle encourages critical examination of what went well and what could be improved. In this case, teamwork and communication with the reservations department were vital for the successful resolution. However, my initial feelings of stress indicated that I need to work on staying more composed in future situations. Effective communication and quick decision-making are essential in the hospitality industry, particularly during high-stress situations like overbookings. (Vallen, 2013)

Critical Analysis of Work-Based Skills and Technical Knowledge
Description: A critical learning moment occurred when the Hotel Management System went very slow during peak check-in, causing a backlog. I felt urgent and stressed, recognising the Front Office's reliance on technology, but I was also determined to resolve the issue swiftly to maintain guest satisfaction.
Evaluation: While the PMS malfunction was beyond my control, my response could have been more proactive. Although I coordinated with the IT department to address the issue, I realised I lacked the technical skills to troubleshoot it directly. This situation highlighted a gap in my technical knowledge, which I need to address for future roles.
Analysis: As Gibbs’ model suggests, analysing the technical skills required in this scenario has made me more aware of technology's critical role in front-office operations. It is proven that technical proficiency is essential to ensuring smooth operations in hospitality. (Dabok, 2022) Reflecting on this experience has underscored the importance of gaining more profound technical knowledge to prevent and manage such situations more effectively.





Reflection on Organisational Issues
Description: An organisational issue I encountered was managing high guest volumes during peak check-in times, exacerbated by staffing shortages. This created long wait times and led to guest dissatisfaction.
Feelings: I felt frustrated by the situation, as the long wait times were beyond my immediate control. However, I also felt motivated to find solutions that could help alleviate this issue in the future.
Evaluation: While the team did their best to manage the high volume of guests, the lack of available staff during peak hours made the situation challenging. This reflection led me to consider long-term solutions, such as automating check-in processes or improving staff scheduling. (Limna, 2023)
Analysis: Gibbs’ cycle promotes critical reflection on organisational challenges and potential improvements. According to Nguyen and Mandy (2018), cross-training staff can help address workforce shortages, allowing employees to handle multiple roles and improving flexibility. This strategy could enhance operational efficiency during peak hours, reducing guest wait times and maintaining service standards. (Nguyen, 2018)

Future Action Plan
I developed a structured action plan using Gibbs' model to improve my front-office performance. The strategy focused on communication, multitasking, technical proficiency, and problem-solving.
1. Improve Communication Skills
Effective communication is essential in front-office operations, particularly for guest satisfaction and team coordination. According to Sparrow and Liden (2013), evident communication fosters team trust and collaboration while enhancing customer service. (Sparrowe, 2013) 
To develop this skill, I will enrol in advanced communication workshops focusing on assertiveness, conflict resolution, and active listening. Research by Peng and Chiu (2010) shows that employees trained in these areas demonstrate higher job performance and guest satisfaction levels. (Peng, 2010) I'll seek feedback from supervisors and colleagues to improve my communication style, and I will use active listening techniques to understand guests' needs and respond appropriately. 
2. Enhance Multitasking Abilities 
Multitasking is crucial for efficiency in a high-pressure environment, such as the Front Office. Studies suggest that cognitive overload can impair performance. (Mark, 2008), so I must develop strategies to manage multiple tasks effectively. My plan includes implementing prioritisation frameworks, such as the Eisenhower Matrix, which helps distinguish between urgent and essential tasks and reduces cognitive strain. (Team asana, 2024) 
I will learn how to use task management software like Asana or Trello to organise my responsibilities. According to Buser and Peter (2012), employees who use digital task management tools show increased productivity and lower stress levels. (Buser, 2012)
3. Develop Technical Proficiency  
Technical knowledge is essential for effective front-office operations, particularly with Property Management Systems (PMS). Mastering PMS systems like Opera can improve operational efficiency and guest satisfaction. I plan to enrol in specialised hospitality software courses to enhance my technical proficiency. Continuous training in hospitality technology improves service delivery and reduces operational disruptions. (Kaplan, 2008), I'll collaborate with IT to enhance my troubleshooting skills, stay updated on hospitality technologies, and participate in workshops to improve my problem-solving abilities and guest experiences.
4. Strengthen Problem-Solving Skills  
Schön emphasises the importance of quick, adaptive responses in hospitality, highlighting scenario-based training to enhance decision-making and confidence in handling common issues. (Coyle-Shapiro, 2007)
This structured action plan aligns with my goal of excelling in front-office operations. It equips me with the tools to address routine tasks and complex challenges, positioning me for success in future supervisory roles. 
Conclusion
Applying Graham Gibbs’ Reflective Cycle to my placement at Marriott Hotel Cardiff has helped me critically analyse my experiences in the Front Office. By reflecting on challenges such as overbookings, technical issues, and staffing shortages, I have identified areas for improvement, including communication, multitasking, and technical proficiency. This reflection has provided me with a clear action plan for my future development, ensuring I am well-prepared for a supervisory role in the hospitality industry. The placement has also highlighted areas where I can further develop, such as multitasking and technical proficiency. 
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