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[bookmark: _Toc158916996]Department Overview
I completed an internship in the Front Office department of the Delta by Marriott Worsley Park County Club Hotel in Manchester, where I aimed to improve the overall guest experience while also learning more about the administrative activities in this division from the six employees.

[bookmark: _Toc158916997]Reflection
During my placement at the Front Office in the Delta by Marriott Worsley Park County Club Hotel, Manchester, I was assigned a variety of activities typical for the administration of this department. Among the responsibilities I had were the creation and processing of reservations, the check-in and check-out of guests, the settling of the complaints from the customers, and, in broader terms, the making of a quality stay for customers. All the time I was under the guidance of an experienced manager, and with his help I was able to learn to go through all these activities in a proper way.
One of the tasks I had to perform daily was related to room booking. On this matter, I had to learn to work with various computer systems to check the availability of rooms, as well as to make the actual reservations for customers, whether it was a direct reservation or through the online reservation platforms that included Booking, TripAdvisor, and Hotels.com. During this process, I learned to pay attention to details and to prioritize and organize my list of tasks as efficiently as possible so that I can solve all of them in the allotted time, without causing long delays.
The check-in and check-out activities of hotel guests were activities that I had the opportunity to experience within the department. These two procedures involve direct contact with the guests, therefore, I was tasked with informing the clients, handing over the keys, and offering, in necessary cases, additional assistance with the aim of making their stay as pleasant as possible. This aspect of my experience revealed to me that clear communication is an extremely important factor to consider in order to complete any Front Office activity in the most efficient way. (Fitriyani, E. and Evita, A., 2021) I tried to express myself as well as possible so that I could convey important information and answer guests' questions in a clear and convincing way during the check-in procedures. The existence of a fluid development of the activities in this department is possible only through open and honest communication, both with the guests and with the teammates. (Sayin, O.G.K. and Karaman, A., 2019).
Solving hotel customer issues was an important part of my front office administrative role. I was tasked with listening and understanding guest complaints and issues and collaborating with teammates to find appropriate solutions to resolve them. In this sense, both the personal skills, namely listening and empathizing, as well as the professional ones that I had the opportunity to learn here, such as problem-solving skills, helped me. In certain cases, I used my personal skills of attentive listening and giving an appropriate response to de-escalate certain less pleasant situations. Therefore, I can say that these personal skills have helped me build solid relationships with customers and contribute to the hotel's positive reputation. (Dinnen, R. and Hassanien, A., 2011)
Furthermore, working together was critical in completing all of the tasks and activities that we had within the Front Office department. Collaborating with team members in task distribution and problem solving has allowed for effective functioning even in the most extraordinary circumstances such as stress and crowding. The opportunity to be a member of a well-organized team has helped me understand the need for reciprocity and cooperation in order to achieve common goals.
In addition to the main tasks, I was also responsible for a range of administrative tasks that were required for the Front Office department in order to function correctly. One of these activities consisted of maintaining and updating the customer database. This implies adding and updating customer information into the hotel's system, such as contact information, specific preferences, and other relevant information that might influence their hotel experience. The completion of this task required technical proficiency in using the hotel's specific IT systems. I needed to learn how to use these systems and how to register and modify the information correctly. I was able to use the data entry skills that I earned from a previous job and, once again, my attention to detail ability to detail.
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Following my experience in the Front Office department at the Delta by Marriott Worsley Park County Club Hotel in Manchester, I was able to identify several areas that I want to improve in the future. As a result, in the following paragraphs, I will present a future personal action plan that I created based on the abilities and information I gained through this practice. The goal of this plan is to help me grow.
First, I intend to work on my time management and prioritization skills. As it turns out, these are important abilities in any industry, and I believe that better time management will help me become more productive in the future. (Hai‐yan, K. and Baum, T., 2006) The next step will be to define clear goals and organize my daily activities around these goals, prioritizing the most important and urgent chores. 
Secondly, I would like to further strengthen my communication and interpersonal abilities. Following my placement period, I've concluded that success in any profession has to start with strong and good communication and positive relationships with both coworkers and clients. For this reason, I want to sign up for personal and professional development courses, which will equip me with new tactics and ways to better my communication skills and interaction with others.
I believe that leadership abilities are applicable in every role and can help me progress professionally in the future. For this reason, I will take on leadership responsibilities in extracurricular initiatives and activities, as well as attend leadership and management courses and seminars.

[bookmark: _Toc158916999]Issue and proposed solutions
While I was working in the department, I discovered a significant problem with the way the client complaints were taken care of. I saw that issues were not always correctly addressed or resolved promptly, which could have an impact on customer satisfaction and the hotel's reputation.
In order to address this problem, one of the practical approaches is to use a customer relationship management system (CRM). This system would allow the hotel to register and track guest complaints in a consolidated and organized manner. (Amor, G., 2017) Plus, it could improve communication and collaboration between the hotel's departments, allowing for a more rapid fix of concerns. This strategy is based on Customer Relationship Management theory, which focuses on the significance of creating and maintaining strong customer relationships for the success of a business. (Malik, G., 2018)
Finally, a slightly different approach I strongly recommend adopting is to promote transparency and guest involvement. (Kim, S.B. and Kim, D.Y., 2016) The hotel can do this by setting up a real-time feedback system that allows customers to voice their concerns and suggestions throughout their stay. As a consequence, the hotel would be given the chance to react quickly and fix issues before they progress. The argument for this solution is based on Organizational Transparency theory, which states that supplying transparent and easily available information can boost customer trust and satisfaction. (Albu, O.B. and Flyverbom, M., 2019) 
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