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[bookmark: _Toc167487178]Introduction 
This reflective log will revolve around placement in the reception or front office department as a part of the guest service operations in the Delta Hotels by Mariott. The reflective model suggested by Rolfe would be used for this reflective log. The model has three stages: What, So What, and Now What? (Sharples and Levett 2020). These three stages would be incorporated into the entire reflective log. The log will start with an overview of the chosen department and portray the learning objectives within this area or department. Apart from that, the overall experience with the department and its relation to the personal development objectives would be discussed too. In the next section, a critical analysis of the work-based skills and technology relevant to that area will be presented. The reflective log will further discuss the organisational issues, and a future action plan will be portrayed too. Finally, the entire report will be summarised in the conclusion section. 
[bookmark: _Toc167487179]Overview of The Chosen Department 
The reception or the front office department is one of the most important departments as the guests encounter this department after checking into the hotel. The common responsibilities of this department include the management of the bookings or reservations, managing the data of the guests, tracking the number of daily check-ins and check-outs, and enhancing guest or consumer satisfaction (Kalkanis 2023). Similarly, Mariott's reception of the front office department of the Delta Hotels serves those purposes, too. The operational process starts with welcoming and greeting the guests and providing them with the rooms after verification of the reservation and personal data. The process eventually ends with the payment of the booking amount and making final adjustments followed by the checking out from the hotel. Apart from that, the reception desk of the front office is also responsible for providing the guests with car rental services for visiting nearby places. The department further acts as the nerve of the communication of the hotel since the telephonic conversation, social media interactions, and website functionalities are managed by the reception or front office department itself. It also maintains a liaison with the other departments within the hotel, such as housekeeping, inventory, leisure club, food, and beverages and so on. 
[bookmark: _Toc167487180]Learning Objectives Within the Area 
There are several learning objectives associated with the reception or front office department of a hotel, or the Delta Hotels by Mariott, to be specific. Since the department directly interacts with the consumers, communication and consumer satisfaction are the key considerations when setting the learning objectives. Consumer satisfaction is one of the key success parameters of any hotel (Ali et al. 2021). Apart from that, effective communication is the key to managing the guests arriving at the reception or front office of the hotels. It should also be set as the key learning objective. The front office or reception department tends to face conflicts and misunderstandings since dealing with complaints from guests is quite common in such a place (Sayin and Karaman 2019). Therefore, problem resolution abilities and quick decision-making are some of the key objectives to learn from this department. On the other hand, the up-to-date knowledge of the surrounding area and community, along with the nearby tourist places should be obtained by the reception department too to design the service offerings accordingly and tailor their approaches. 
[bookmark: _Toc167487181]Overall Experience with The Department and Personal Development (What?) 
My experience with the reception or the front office department of the Delta Hotels by Mariott was full of ups and downs. Being an introverted person, I was initially sceptical about fulfilling the roles and responsibilities associated with this department. However, after encountering the gusts for the first two days, I found the work to be quite interesting due to its diverse and dynamic nature. Apart from that, the different functionalities and diverse responsibilities of this department further amazed me, and I eventually started to get interested in its functioning despite being an introvert. I became an expert in managing the consumer database, which enhanced my technical competencies. Apart from that, I also mastered the art of dealing with consumer grievances by listening to their problems with empathy and active listening. Active listening can contribute to effective communication and problem-solving (Paolini 2020). However, I still need to work on my communication skills to facilitate face-to-face communication with the guests smoothly and effectively. Apart from that, I also need to develop corporate professionalism since I am new in this industry and still unaware of the code of practices and desired standards of consumer services. 
[bookmark: _Toc167487182]Critical Analysis of The Work-Based Skills and Technical Knowledge 
The work-based skills associated with the job role in the reception are the excellence in providing consumer services with a consumer-centric approach and focusing on personalisation. However, the changing consumer preferences are further creating a challenge in this aspect. Apart from that, the responsibilities and the functionalities of this department are closely related to effective communication. However, cultural and language differences can further create barriers to effective communication (Jhaiyanuntana and Nomnian 2020). On the other hand, the electronic records or database, along with the financial payments, are integral parts of the job responsibilities of this department. However, a few challenges can also arise related to these areas. Nowadays the, consumers are concerned with data privacy and confidentiality, which can also create a challenge (Yallop et al. 2023). 
[bookmark: _Toc167487183]Reflection on Organisational Issues (SO What?)
There are several challenges within the reception and front office department of the Delta Hotels by Mariott, which are identified by my observation. Firstly, technological challenges, such as the threat of cyber-attacks and data privacy issues, are a major concern for this department. Apart from that, changing consumer preferences are changing the dimensions of the complaints by the consumers (Hu et al. 2019). It is also creating a challenge for this hotel to meet the distinct demands of the guests. Apart from that, communication barriers are also present within the service delivery context due to international operations and a diverse workforce. 
[bookmark: _Toc167487184]Future Action Plan (Now What?) 
The future action plan would be based on the organisational issues and skills or competencies identified which are required to fulfil the roles and responsibilities of this department. My first action would be to enhance my advanced business communication skills by enrolling on a course or workshop in the next 3 months. Apart from that, I would enrich my knowledge about data privacy regulations and techniques to prevent the risk of data thefts in the next 8 months to protect consumer data. For example, AI can be used to protect the consumer data privacy (Gupta et al. 2020). On the other hand, I would further enhance my knowledge about the latest trends related to consumer preferences in the next 10 months to improve the service delivery process. 
[bookmark: _Toc167487185]Conclusion 
This reflective log has discussed the functionalities and issues within the front office or reception of the Delta hotels by Marriott. After a brief descript of the department, the log has portrayed the learning objectives of the department. It has also portrayed the overall experience and the personal development requirements. On the other hand, the critical analysis of the technical knowledge and work-based skills have been developed. The next section has depicted the organisational issues and developed future action plan accordingly. 
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