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The Front Office Department at the Delta by Marriott Nottingham Belfry is, as with any other hotel, tasked with registering guests and managing their needs during their stay. The hotel's front department relies on five people, and the tasks they have include checking in and out customers and ensuring that all hotel rooms are planned and occupied in an efficient manner. However, their primary role is to provide excellent guest service by responding to any client questions and requests. (O'Fallon, M.J. and Rutherford, D.G., 2010)
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For this internship period at the Front Office of the Delta by Marriott Nottingham Belfry Hotel, I have set myself a series of well-defined objectives to complete and check off in order to consolidate, but also to acquire other knowledge and skills in this complex area of the hospitality industry.
One of my main goals was to understand in as much detail as possible all operational processes of the Front Office. I wanted to experience every aspect of the daily operations of this department. These include check-in and check-out procedures, managing reservations, processing complaints responding to customer requests, and interacting with hotel customers. During my time in the Front Office at the Delta by Marriott Nottingham Belfry Hotel, I was given the opportunity to participate in these activities and learn directly from well-trained professionals in this field.
Moreover, I set out to develop my communication and customer interaction skills. I am aware that interaction with guests is the most important part of the Front Office role and that communication skills definitely make the difference between a good and an excellent experience for hotel guests. (Hai‐yan, K. and Baum, T., 2006). Therefore, during this internship, I concentrated on improving both verbal and non-verbal communication in order to create a friendly and professional environment for all our hotel guests.
In addition to the above-mentioned, I was determined to gain a better perspective on the importance of delivering excellent customer service in the hospitality industry. I wanted to understand how customer satisfaction can be improved to ensure the success of a business in the hotel industry. In this sense, during my placement, I sought to study customer feedback and observe how the Front Office’s strategies for guest services impact their overall experience.
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A problem that I encountered while I was placed in the Front Office department in the Delta by Marriott Nottingham Belfry Hotel is the inefficient management of customer flow during the busy hours of the day. The inefficient management of the flow of customers during peak hours represents a problem that I encountered in the Front Office administration while I was in practice. Due to my knowledge and past experience, I believe that this issue can have significant consequences on the hotel and the customer experience. For the hotel, I believe that this problem can lead to a slowdown in operational processes, challenges in processing customer requests, and, in certain cases, the oversolicitation of employees. For customers, this can mean longer wait times, frustration, and an overall negative experience. It can also affect the quality of service provided by employees because by being overworked, they will be less available to provide individualized and quality attention to each customer.
First of all, it is necessary to anticipate the peak moments by analyzing the arrivals and departures over a longer period of time in order to be able to prepare the staff in advance.
A practical solution would be for the hotel to implement a more efficient online reservation system and room management system that allows guests to self-check-in and check-out faster and more easily. I think this solution could potentially reduce crowding in the reception area and improve the overall guest experience.  (Cheong et al., 2017)
A viable solution to this problem could be to increase personnel at times with high activity. This may provide the hotel with greater flexibility in managing customer requests. By adding more members to the team during peak hours, the department will be able to respond more quickly to the needs of the customers and avoid over solicitation of existing personnel. This measure could lead to a decline in waiting times and the preservation of excellent client service. 
At the same time, rotating personnel based on demand can help to optimize the use of human resources available in the Front Office department. By allocating employees to areas or tasks with the highest volume of work, the hotel can maximize team efficiency and ensure that all activities are managed properly. In my opinion, this approach can prevent overcrowding and maintain a consistent and balanced flow of work in the Front Office.
The solutions that I presented are supported by Keller's Brand Equity Mode theory, a theory that I studied in university courses and which assumes that the customer experience can be optimized by effectively managing the flow of customers and waiting times. (Hsu, T.H. et al., 2012)
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Further, I will apply Schön's reflection model to critically evaluate my administrative experience in the Front Office department of the Delta by Marriott Nottingham Belfry Hotel.
With the help of this model, I identified aspects of my practice that were positive and helped me develop my skills and knowledge. For example, interacting with hotel guests and addressing their requirements helped me strengthen my communication and problem solving skills. I have gained important skills in this field, including calmness and problem solving.
In addition, my time in the Front Office introduced me to a variety of processes such as check-in and check-out procedures, reservations, data management, and connections with other departments. This allowed me to draw a comparison between theoretical lessons from university classes and real experience in the industry.
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Following my practice in the Front Office at the Delta by Marriott Nottingham Belfry Hotel, I have discovered several aspects that I want to advance in, my goal being to pursue a potential career in the field of hospitality, precisely in the Front Office services. My future action plan is based, of course, on capitalizing on this experience that I managed to accumulate and on strengthening the aspects that attracted me to this field, but also on exploring additional opportunities for personal and professional development.
First, I intend to work on my communication and client interconnection skills by intentionally placing myself in situations that involve direct communication with the public. To achieve this, I consider learning different effective communication techniques that will help me manage relations with clients and their needs because they play an essential role in the success of the hotel or any other workplace. (Baum, T. and Devine, F., 2007).
I intend to look for additional opportunities to use everything I've learned in a practical environment, which will provide me with even more experience and help me develop a strong CV.
In the longer term, I will be looking into career opportunities in hospitality or, if not, in related fields such as tourism or event management. I want to build a solid record of experience and knowledge in this field, as well as an extensive network of professional contacts, in order to lay a solid foundation to support me in my professional goals. I intend to achieve this by joining networking events as well as becoming part of relevant communities.
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