





Delta Hotels by Marriott Bristol City Center Hotel
Hotel Placement – Managing Guest Service Operation
Module - BMIH6003
Student Name : Vijeyalashimi Gersone
Student Number : 1816441
Lecturers : Jayne Griffith -Perry


Table of Contents
Brief Introduction	3
Management Problem	3
Vocational Development	3
Self Development	4
Academic Development	5
Application of Skill on Management Problem	6
Future Development Scope	6
Reference	8



[bookmark: _oemjjt3kf3y1]Brief Introduction
Cabot Circus Retail Center is prominently located just outside Delta Hotels Bristol City Centre as it has nearly 120 establishments, to mention a few Harvey Nichols and House of Fraser. This wonderful location solidly elevates Bristol to the forefront. In the luxurious Delta Hotels Bristol City Centre, take in a beautiful fusion of classic and modern Bristol (Shin et al., 2022). We treat even the most discriminating visitors to the UK at our resort in southern England. I was an intern of this hotel and I was working as a front office manager, so, my job is to provide essential information to the visitors. Our hotel provides guests with a lovely and spotless dining experience, opulent shopping malls, and nearby attractions. We also provide guests with room service and large, air-conditioned rooms with high-speed Internet access. In the Cast Iron Grill restaurant, treat visitor’s taste buds to the gratifying flavors of foods that are locally sourced (Guillet, 2020). The Brew Bar, which serves breakfast, lunch, and supper in a welcoming environment, is the next place to unwind. Our hotel offers marriage ceremonies as well as conferences in a spectacular atmosphere, together with our superb food and skilled staff. It is known as one of the major conference centers in southwest England.
Management Problem
The major problem is that before even arriving at their stay, hotel visitors may run into a number of problems. As guests come to the hotel, the front desk personnel are already under a lot of stress since they have a lot of demanding expectations and impatient mindsets (Abdel‐Hamid et al., 2022). According to my observations, the front desk employee will accept the challenge of resolving the issue whether the booking agent, the front desk worker, or the visitor committed an error during the reservation procedure. It is the duty of front desk staff to see that frequent visitors receive the proper perk or to offer extra perks in order to help a visitor with a difficulty. In general, the front desk staff is responsible for relaying visitors' comments and complaints to the proper parties in other departments in order to fix issues and manage service recovery.
Vocational Development
	Activities
	Description

	Aim 
	I need to develop my communication and approaching capability in order to convince someone to listen to me and make better sales. 

	Objectives
	I want to conduct a smooth service to the visitors without any management issues and communicate with other co-workers so that the difficulties can be resolved. 

	Learning Outcome
	I learned that my vocation skills are not up to the mark that affects my communication skills as well as management skills and as an  outcome I feel that this internship experience will help me in future to understand and develop my underdeveloped skills and bring more improvements in my professional as well as personal life.  

	Action Plan
	I had intended to enroll in a three-month course to hone my occupational abilities so that they would not impair my management and communication abilities. As a consequence, I am certain that this internship will assist me in the future in understanding and honing my undeveloped talents and bringing about greater advancements in both my professional and personal lives.

	Learning Agreements 
	I need to interact with my teammates so that any problems can be rectified while providing visitors with a seamless experience that is free from management concerns. 


Self-Development
	Activities
	Description

	Aim 
	I set out to improve myself in order to become a competent manager and have a distinct and individual character.

	Objectives
	I wanted to develop my management skills so that I can handle any front office management issues in other hotels with effectiveness. In my internship experience, I understand that less number of Hotel staff affects the internal management. 

	Learning Outcome
	I decided to keep learning the right methods while being persistent and patient, powerful, self-reflective attitudes are necessary to solve hotel cleaning challenges using appropriate techniques and thought processes. The cleaning process must be aware of the clean and dirty rooms and keep the common areas up to date (Fitri et al., 2023).

	Action Plan
	I need to spend nearly 2 months working on self-development skills by evaluating my strengths and weaknesses in order to improve myself more effectively. 

	Learning Agreements 
	I need to adopt a self-reflective mindset so that the communication gap does not cause these issues in the hotel industry and can instead be successfully fixed by applying effective digital marketing tactics. The visitors may be engaged and results delivered in a matter of few months using social media, messaging apps, and other online tools (Dhir and Dhir 2019).


Academic Development
	Activities
	Description

	Aim 
	My expertise will grow through my front office management internship, which I undertook in order to advance my academic career.

	Objectives
	I am aware that developing my self-management and growth abilities will help me become a successful front office manager in the future. I can interact with visitors and my staff more effectively if my communication skills continue to improve, which will help me handle management-related challenges more successfully in the future. These abilities will also help me advance academically and in my understanding of how to advance academically. 

	Learning Outcome
	As I am studying hotel management, the experience will effectively change my view towards my study. I also think that this experience motivates me to develop my learning procedure.

	Action Plan
	It will take almost 6 months to develop my academic experience and relate my learnings with the internship in future to achieve success in the hotel management career.   

	Learning Agreements 
	The event will significantly alter how I see my studies of hotel management, which is what I am studying. Unless my communication abilities keep getting better, I will be able to communicate with clients and my team more successfully, which will make it easier for me to manage problems in the future. I believe that this experience has inspired me to refine my method of studying. 


Application of Skill on Management Problem
The observed management issues that need to be addressed by using my personal skills including self-management & development along with communication and application of knowledge. My instant actions towards the criterias of visitors are essential for me as a front office manager to provide satisfactory services to the visitors. I observed that the gap in communication resulting in using appropriate digital marketing tactics, such issues in the hospitality industry may be successfully overcome. The visitors may be engaged and results delivered in the space of a few days using social networks, messaging applications, as well as other online tools (Chan et al., 2021). In whichever strategies I choose, be persistent and patient with the proper techniques, it is inevitable. Hotel cleaning difficulties need to be addressed properly with effective methods and thought processes, which requires strong communication skills. The cleaning procedure must be cognizant of the fresh and unclean rooms and maintain the common spaces regularly. 
Future Development Scope
As an intern I make many mistakes while managing things on my own which results in workplace confusions in front of visitors. I understand that I need to work on self-management and development abilities that will make me a better person in the future front office manager. More development in my communication skills also helps me to communicate with guests as well as my team so that the management related issues can be triggered effectively in the future.
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