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[bookmark: _Toc181884544]Introduction
With luxurious accommodations, dining variety, and leisure facilities, the Delta Marriott Hotel Swansea provides all traveller services. Guest convenience is the reason why this hotel is so efficient in how they provide services, and their employees are very knowledgeable. During my placement at the Delta Marriott Hotel Swansea, I aimed to achieve the following learning objectives:
· To achieve a clear insight into the complex nature of the different divisions in a hotel specifically the Front Office and the Housekeeping department in the delivery of guest service.
· To be able to gain important sets of employability skills like interpersonal skills, problem-solving skills, organisational skills as well as organisational skills.
· To acquire the working knowledge of Property Management Systems (PMS), the necessary experience in housekeeping, and comprehensible knowledge of guest services.
· To exercise what I learned in school at work, dealing with guests' issues or complaints, and conflicts arising from room allocation as well as meeting guests' needs and expectations.
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Figure 1: The Delta Marriott Hotel Swansea (Marriott Bonvoy, 2024)


[bookmark: _Toc181884545]Section 1: Reflection on Experience and Personal Development
Following a supervisory position in the Front Office division gave me practical experience of the competitive forces that shape hospitality and the significance of proper communication. Observing supervisory behaviour gave me a clear example of how they worked with numerous tasks at a time including the analysis of the priority of some guests' requests, solving problems and organising cooperation with other departments. For example, I saw a supervisor attending to a group of checking-in guests, attending to a disgruntled guest who complained that his order of room service had not arrived yet and liaising with the housekeeping department to prepare ahead of time for the next round of cleaning. This experience brought to my understanding the need to exercise good time management and accomplish many tasks at the same time for the operations to run well as well as providing quality services to the guests.
During my work in the earlier hospitality industry and my academic path, I have developed a perspective on communications, cooperation, and working on tasks. For instance, during my internship at the hotel, I got the knowledge about the need to listen to complaints and try to feel the guest in case the client has a complaint. These experiences have helped me to develop effective communication and interpersonal skills in the process of interacting with people I have acquired interpersonal skills that allow me to relate well with anyone and also be able to manage groups and be part of a team. Applying all these skills in my placement I was able to comfortably handle the guest's complaint and still find a good solution. Thus, my academic background knowledge has equipped me with a general hospitality management knowledge level together with such important sections as guest service, operation and management of crises. From my placement, I was privileged to learn of the relationship between work-based skills and technical knowledge in the delivery of guest service standards.
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Indeed, work-based, skills, and technical expertise are the key determinants of guest service delivery which is a critical success factor. I have highlighted several traits and areas of knowledge that are important for the customer-oriented job at the Delta Marriott Hotel Swansea through the shadowing exercise.
Work-Based Skills
· Effective Communication: This makes it extremely important to ensure clear and concise communication mechanisms are fully implemented to enable effective assessment of guest needs, concerns, and conflicting situations as well as in the provision of accurate information to clients (Sumaiya et al., 2022). For example, while working at the check-in desk during a rush time I discovered how I could handle multiple guests at once, which requests were more urgent, and how to be polite to each of the guests.
Problem-Solving: The ability to detect and resolve guest complaints is important (Rughubalan, 2009). Once I saw a guest complaining about a problem with the room, how the supervisor listened to her, thought of better solutions, and cared for her needs to provide a better solution to her trouble than what she expected.
· Time Management: Time management best describes the technique of getting the work done in the shortest time possible (Sainz, Ferrero, and Ugidos, 2019). At the Front Office, where time is of the essence, I saw how to be able to work with and attend to several issues including those from the guests, reservations, and room allocations.
Technical Knowledge
· Property Management Systems: Experience with the particular PMS instrument is crucial for organising the room and people with various kinds of reservations or profiles (Johnston, Clark, and Shulver, 2012). During my stay, I practised identifying guests, checking their information in the PMS, and running reports and payments.
· Housekeeping Procedures: It is imperative that the employees of a hotel comprehensively appreciate the general cleanliness benchmarks as well as practices for the neat lodgings of the guests (Fallon and Rutherford, 2010). I noticed the following with the housekeeping team, particularly about cleaning practices and room turnover time.
· Guest Service Standards: Another factor that must be strictly observed is the standards of service of that hotel which enables one to provide the same high-quality service (Casado, 2012). From the practical observation of working staff, I understood the priorities and values of hospitality: attunement to the guests' needs, and going beyond their expectations.

[bookmark: _Toc181884547]Section 3: Reflection on Organisational Issues
The ERA cycle shall enable me to get more in-depth perspectives about my experience at the Delta Marriott Hotel Swansea, analyse my feelings and thoughts, and explore ways forward in improvement endeavours (Fergusson, van der Laan, and Baker, 2019).
[image: In-depth explanation of ERA Cycle of Reflection Writing]
Figure 2: The ERA cycle (Fergusson, van der Laan, and Baker, 2019)
Experience: One evening when I was working at Delta Marriott Hotel Swansea, a client rang the reception complaining about delayed room service, which was delivered after 2 hours. Subsequently, I understood that the order had been misplaced in the kitchen and they served it after a very long time. The guest was not satisfied with the service offered; the facial expression showed disappointment. So I realised that the reputation of the hotel and guest satisfaction can be affected due to such hitches.
Reflection: This was seen to have a negative influence on the guests' satisfaction and the image of the hotel. Such a guest can reach out to social media or other reviewing sites and give the hotel a negative review. Furthermore, it results in lower guest patronage and franchise business revenues in the future. For departments, the slow ordering process affects the room service staff and interrupts the smooth running of operations. It can cause higher levels of stress and low morale among the staff members. Besides, it could influence the productivity of the facility where more efforts may be needed to resolve the problem.
Action: To address this issue, I propose the following solutions.

· 

[bookmark: _Toc181884548]Conclusion 
All in all, the placement has been highly beneficiary in as much as gaining real experiences about the operations of the Marriot Delta Hotel Swansea over throaty in providing relevant customer service. By practising with the supervisory position by shadowing an existing position, I was also able to acquire the organisational and technical expertise necessary to meet and perform beyond guest expectations. Drawing from my learning experiences and the particular difficulties that were encountered, specific recommendations for the improvement of the learning process have been made to increase future performance. I will endeavour to take all lessons learnt during this placement into the hospitality industry as an unforgettable entity to the organisation and its guests.
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Development in the hotel guest service industry requires personal and vocational attributes for a successful career. By learning and growing, people can improve their competencies and information about this particular profession to be able to flourish in today’s environment. To further my development, I plan to:
	Task Area
	Action
	Duration

	Technical Skills
	Complete online courses on hotel management software and revenue management.
	3 months

	Soft Skills
	Enroll in a leadership and communication workshop and look for internships (Hagg, 2013).
	1 month

	Industry Knowledge
	Attend industry conferences and webinars to stay updated on trends.
	Ongoing

	Networking
	Build relationships with industry professionals through LinkedIn and professional organisations (ASET, 2017).
	Ongoing



Figure 3:  Action Plan for Personal Development (Author, 2024)
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Proactive Guest Communication


Utilise a CRM system to track guest preferences, dietary restrictions, and past experiences. This information can be used to personalise the room service experience, such as suggesting specific menu items or accommodating special requests (Mercan et al., 2021). By tailoring the service to individual needs, the hotel can enhance guest satisfaction and foster loyalty.


Customer Relationship Management (CRM) System


Assign a dedicated supervisor to oversee the entire room service process, from order taking to delivery. This supervisor can monitor order progress, identify potential bottlenecks, and take immediate action to resolve issues (Rughubalan, 2009). This will ensure accountability and efficiency in the room service operations.


Dedicated Room Service Supervisor


Implement a system where guests are proactively updated on the status of their orders, especially for significant delays. This could involve sending a text message or making a brief phone call to inform the guest about the delay and its estimated resolution time (Rossanty, Nasution and Irawan, 2019). This proactive approach can mitigate guest frustration and enhance their overall experience.


9

image2.png




image3.jpeg
ERA Cycle of Reflection

E - Experience

+ What, where, and when did this happen?
+ What other aspects were involved?

+ Was the situation contextual?

+ How did you and other involved people react?

R - Reflection

4 What did you feel at that point in the situation?

+ Could you have responded in some other way instead of how you reacted?
4 Do you need to improve any of your skills to improve this situation?

+ Can you draw out any learnings from thi
4 What was the reason that things went well or bad?

ation?

A - Action
+ What would you do if a similar situation comes up again?
+ Atwhat point will you use the learnings?

+ What would be the indicators that would make you realize that you are in the same
situation again?
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