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[bookmark: _Toc199976826]Introduction
My placement at Marriott Cardiff City Centre consisted mainly of watching managers run the hotel and how they dealt with guest needs. Marriott is recognized for its well-structured service and operations, in line with what Johnston etal. (2012) state about effective management in the hospitality industry. I was assigned to watch how managers routinely check front-of-house service, examine performance against set targets and reply to customer reviews.
I established many learning objectives to help me understand how service management works in practice. I started by looking at how managers carry out service strategies and how this affects real guest experiences. It was also important for me to find out how guest service KPIs are made part of each day’s work at the hotel. I then tried to use service management concepts in real situations within the hospitality sector.
[bookmark: _Toc199976827]Section 1: Role Reflection (Using Kolb’s Experiential Learning Cycle 1984)
Kolb introduced a four-part cycle for learning called Kolb’s Experiential Learning Cycle in 1984 that includes Concrete Experience, Reflective Observation, Abstract Concept and Active Reaserch. It helps people turn things they have experienced into useful knowledge and future plans (Morris, 2020). I applied this theory to think about my contribution to managing performance and serving our guests.
[bookmark: _Toc199976828]Concrete Experience
While I was on my placement, I worked side by side with the Front Office Manager and Operations Supervisor during check-ins, check-outs, team meetings and whenever any guests complained. I also observed how managers checked service scores and let guest feedback (provided online or in person) guide their actions.
[bookmark: _Toc199976829]Reflective Observation
A specific incident happened when a business guest was unhappy about their room taking longer to prepare. The manager quickly apologized, gave free drinks in the lounge and requested more housekeeping support. As Walker (2021) explains, a frontline leader should act to fulfil the brand promise every time a customer needs recovery. I also noticed that staff did not regularly know the daily performance targets. When there is no united vision for service performance, proactive service delivery may be delayed that is difficult to overcome. 
[bookmark: _Toc199976830]Abstract Concept
Being part of Marriott taught me how their service ideas fit with the theories of service design and operations. Johnston et al. (2012) believe that for service outcomes to improve, performance indicators should be linked to what employees do. In addition, according to Fallon and Rutherford (2010), thoughtful leadership and active communication among staff help provide smooth service to guests. From watching management, I found that offering excellent guest service requires both data review and strong emotional intelligence, along with great communication skills every frontline leader needs.
[bookmark: _Toc199976831]Active Research
I plan to work on developing my leadership communication and guest service analysis through a combination of practical and learning methods. Initially, I’ll take part in exercises aimed at handling reservations and solving issues by students which will help me get more confident in my role. I plan to sign up for a course on hotel operations management such as those from AHLEI or LinkedIn Learning, because I want to understand operational methods and leadership in the hospitality industry. At the end, I will design and use a mini KPI dashboard in service lab sessions to examine performance data and improve my choices and the offered service. Hagg (2013) points out that being placed in a real organization gives students a chance to use their understanding to take action.
[bookmark: _Toc199976832]Section 2: Development Journey
My position at Marriott Cardiff City Centre taught me a lot about what skills are necessary for a successful hospitality manager. I understood that hotel operations should be efficient while making sure guests are happy and being a strong leader includes clear message sharing, reacting well and inspiring ongoing improvements. From what I have gone through, I have chosen three key areas that I need to improve on for a future career in hotel leadership.
[bookmark: _Toc199976833]Building Strategic Communication Skills
Strong communication helps the team perform together and makes guests happy. Communication plays a key role in anyone’s performance on the job, for instance in service sectors such as hospitality (ASET, 2017). It seemed that teams became more attentive and engaged when their managers clearly set expectations and gave feedback in a timely manner (Amerstorfer and Kistner, 2021). Nonetheless, lack of proper communication at times caused unclear goals for day-to-day activities. I am working on making my directions about jobs and responses to service problems clearer, so teams can work smoothly and confidently.
[bookmark: _Toc199976834]Strengthening Data-Driven Thinking
Research explains that monitoring guest services relies on the use of KPIs and dashboards (Joseph Kobi, 2023). However, there were some employees who did not use these tools properly, reducing how useful data-driven decisions can be. In a study, Johnston et al. (2012) argue that real-time information helps with efficient and rapid service adjustments. I wish to improve my understanding and use of metrics like arrival times and how pleased guests are to help me make good decisions. Working on performance data in student simulations will allow me to develop this skill and choose decisions that raise the quality of service.
[bookmark: _Toc199976835]Enhancing Service Recovery Skills
I was impressed by the way Marriott employees addressed service problems with compassion and expertise. According to Walker (2021), when service recovery is done well, it boosts loyalty among guests and improves the brand. I witnessed how personalized and quick responses helped addresses problems effectively. I will use case studies and exercises related to emotional intelligence and conflict management to improve the way I deal with actual guest issues.
[bookmark: _Toc199976836]Section 3: Service Improvement Proposal
Front-of-house employees at Marriott Cardiff City Centre should be made more aware of current performance data. Talking to the team members made it clear that while managers often relied on dashboards, the frontline staff were rarely aware of the KPIs they had to meet (Neill and Bowen, 2021). Because of the disconnect, staff might not be as motivated and the service could suffer. Vallen anfd Vallen (2014) state that organized service delivery is based on unified performance goals. If staff do not realize how what they do affects the results, accountability gets weaker and the connection between their effort and guest satisfaction fails. A three-step service improvement plan is being offered to handle this issue.
[bookmark: _Toc199976837]Introduce KPI Briefings at Shift Start
A short KPI review session at the start of every shift could help staff remember the objectives. According to Fallon & Rutherford (2010), when managers explain things clearly and consistently, accountability and teamwork are promoted. This would make it easier for staff to know what is needed and be part of how service outcomes are achieved.
[bookmark: _Toc199976838]Implement a Digital Performance Display
Displaying real-time metrics (for example, check-ins and ratings) on a screen in the staff room motivates the staff. Johnston et al.’s work (2012) suggests that studying videos keeps the team focused on their goals and helps them take proactive steps during the delivery of services.
[bookmark: _Toc199976839]Host Monthly Feedback Circles
Giving teams an opportunity to discuss how KPIs are being met can build a feedback-oriented culture. Some researchers discussed that performance openly helps inspire new ideas and allow employees to feel responsible for making improvements (Vallen & Vallen, 2014).
[bookmark: _Toc199976840]Conclusion
As a result of my placement, I realized that hospitality management involves combining communication, being aware of your performance and adapting to different situations. I used Kolb’s Experiential Learning Cycle to learn from the things I saw happening around me at work. As time passes, I shall improve our communication, use data more efficiently and hone my service recovery abilities to be a successful and hospitality-focused leader. I have gained the confidence, mindset and skills I need to guide teams and constantly improve the hospitality industry as a result of these experiences.
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