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At Delta Hotels Swansea, the front desk operates 24/7 to accommodate guests’ needs at any time playing a pivotal role in ensuring seamless guest experiences and efficient hotel operations. (Marriott.com, 2025) Key responsibilities include managing reservations, facilitating check-ins and check-outs, addressing guest inquiries, and coordinating with other departments to meet guest needs. The front desk staff also provide information about hotel services, amenities, and local attractions, contributing to a welcoming atmosphere for guests. (Hospitalityinsights.ehl.edu, 2025)
The front desk team is responsible for handling administrative tasks such as processing payments, maintaining accurate records, and managing room assignments. They also play a crucial role in addressing guest complaints and ensuring overall guest satisfaction throughout their stay. (Wood, R.C., 2013, p.46)
During my placement at Delta hotel by Marriott located in Swansea, South Welsh, I had the opportunity to work in this high-pressure, customer-focused environment. This reflective learning log reflects on how the experience contributed to my personal and vocational development.
Through the placement period I set out to be very attentive to details and try to learn as much as I can from experienced people. (Hagg, E. ,2013, p.139) Among my objectives I can mention:
· First of all to improve my customer service by developing the ability to provide exceptional service by welcoming guests, addressing inquiries, and ensuring a positive experience throughout their stay.(Vallen, G.K. & Valen, Jerome J., 2014,p.196)
· To manage complaints, to learn to address guest complaints and issues promptly and efficiently, ensuring guest satisfaction and maintaining the hotel’s reputation. (Johnston, R., Clark, G. & Shulver, M., 2012, p.102)
· To learn reservation and booking management , to gain proficiency in handling reservations, including recording arrivals and departures, managing booking systems, and understanding cancellation policies.(Pic-management.com, 2025)
· To grow administrative competence: processing payments, promote hotel services and amenities and others.
For this reflective learning log I chose to use the reflection method called Gibbs Reflective Cycle because I consider it very well structured and very useful in making a step-by-step action plan starting from an event that happened. 
The Gibbs Reflective Cycle (1988) is a structured model for reflection that helps individuals learn from experiences by analyzing and evaluating them in detail and consists of six stages( Gibbs, G. ,1988):
1. Description: Provide a factual account of what happened during the experience. 
2. Feelings: Reflect on the emotional response you had during the experience. 
3. Evaluation: Assess what went well and what did not. 
4. Analysis: Explore why the situation occurred, focusing on key factors and underlying causes. 
5. Conclusion: Summarize the lessons learned and identify what could have been done differently. 
6. Action Plan: Develop strategies and actions to apply in future situations to improve performance. 
During my placement at the Delta by Marriott in Swansea, I was at front desk department for 3 weeks and during my shifts I had the opportunity to observe staff performance, managing guest expectations, and ensuring smooth operations under high-pressure situations. Several issues occurred and they were caused by different factors such as technical factors, housekeeping issues, financial reasons or just misunderstandings. 
Among the encountered experiences, I would like to mention the following: an elderly couple came to check-in, but unfortunately the booking was made wrong for a date in February instead of January, a  guest reported that the air conditioning was not functioning in their room, leading to a request for room transfer, a guest disputed their final bill due to confusion over extra charges for dinner and drinks at the bar, a young couple complained about pictures on booking.com and have the wrong idea of booking a room in a towel building instead of the real hotel building.
Reflecting on these experiences, I realized the importance of work-based skills and technical knowledge. Supervisors must have a deep understanding of hotel policies, guest service standards, and operational procedures to guide their teams and resolve issues efficiently. Communication and emotional intelligence were especially crucial in managing guest complaints, ensuring they felt valued and respected. According to Fallon, M. and Rutherford, D., the role of a front desk manager is to support the associates, who in turn look after the customers, ultimately ensuring the success of the business. It’s essentially the same responsibility, just with different participants.
This reflection helped me to develop a clearer strategy for personal and professional growth. After this placement, I identified areas to improve, such as enhancing my communication and task management skills. (Lashley, C., & Morrison, A. ,2020) For future cases, I plan to proactively anticipate guest needs, double check bar bills and ensure accurate billing procedures to prevent misunderstandings.
I would like to analyze an unpleasant situation that I encountered, which I found to be the most significant and thought-provoking event during my time in the front desk department using Gibbs Reflective Cycle method. 
1. Description: At check-in, a young couple expressed dissatisfaction, stating that they were disappointed because they had expected to be accommodated in a tower hotel. They explained that their expectation was based on the first image displayed on the Booking.com page for the Delta by Marriott in Swansea, which featured a picture of a tower block (Booking.com, 2024). This misunderstanding led to an extended discussion between the couple and the hotel representatives, with both sides presenting their arguments. The manager ultimately decided to offer a 25% discount on the total amount paid for their two-night stay in an effort to appease the guests and retain them as customers. However, this attempt was unsuccessful, as the guests did not appear satisfied with the resolution. The situation worsened upon check-out when they claimed that their reservation included breakfast, though the Front Desk Associate informed them that breakfast was not part of the original booking and requested payment. The guests paid but insisted on filing a formal complaint, leaving me disappointed by the overall outcome of the encounter. 
2. Feelings: Initially, I felt overwhelmed and concerned about how to handle such conflicts effectively. However, observing the supervisor and other experienced staff taught me how to remain calm, communicate clearly, and empathize with the guests’ concerns. Reflecting on the incident, I empathized with the guests’ perspective. As individuals unfamiliar with the city and hotel location, it is reasonable that they could have been misled by the initial photo on the booking platform, which may have given the impression that the hotel was housed in a tall tower. 
3 Evaluation: This experience highlighted the importance of both technical knowledge and interpersonal skills in hotel administration. (John R. Walker, Josielyn T. Walker., 2014) While the manager’s decision to offer a discount demonstrated good customer service intentions, the outcome was not entirely successful due to unclear communication about reservation details.
4 Analysis: I realized that work-based skills such as time management, multitasking, and teamwork are essential for maintaining smooth operations at the front desk. Additionally, technical knowledge of hotel policies, reservation systems, and guest service protocols is crucial to prevent misunderstandings.
5 Conclusion: My placement experience significantly enhanced my understanding of hotel administration. I learned that effective guest service relies on a balance of technical expertise and soft skills.
6. Action plan:
A potential solution would be for Booking.com to update the primary image to one that accurately reflects the hotel’s façade. However, long-time employed front desk staff mentioned that they had not previously encountered similar complaints from other guests. 
My conclusions after placement period are that I gained a better understanding of how to manage guest expectations and maintain professionalism in challenging situations, I learned to collaborate more effectively with other departments, such as housekeeping and maintenance, to ensure a seamless guest experience.
My future strategy is to work on improving my ability to communicate under pressure through role-playing scenarios and customer service workshops. intend to develop better multitasking abilities by practicing structured task prioritization techniques, such as using task management tools and setting realistic timelines during peak business periods. I plan to learn more about hotel property management systems (PMS), such as Opera and to stay informed about hospitality trends and best practices.
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