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    Hotel Manager’s Assessment Report on practical Activities  

Delta Hotels from Marriott Swindon front desk operations are essential for customer satisfaction. The section is responsible for check-ins, check-outs, reservations handling, guest inquiry management as well as addressing any other issues arising during their stay at the hotel. Effective front desk operations require a blend of technical knowledge, work-based skills, and excellent communication abilities (Van der Wagen & White, 2015).

ERA Cycle Reflection Model
The Cycle of Review on ERA (Experience, Reflection, Action) reflection model is helpful in critically analyzing one's experiences. The organizing framework for this model provides a step-by-step guide on evaluating experiences, identifying significant learnings and creating future actions. It constitutes three levels (Gummesson, 2000): 
Experience: This is the phase where one describes an experience in detail—shadowing a supervisor at the front desk office of a hotel.
Reflection: In this stage, the student should go deeper into analysis of what happened and then reflect more fully upon her thoughts and feelings; it will also help if she can identify how these fit with his strengths weaknesses or other characteristics identified earlier in their reports.
Analysis: This section deals with relating experience to broader meanings. It permits one to use important theories or frameworks that facilitate better understanding as well as development of action plans for subsequent undertakings (Bradley, 2021).



Experience and Learning Objectives
Shadowing was used as the main learning outcome which aimed at having an overall comprehension of works done within the front desk office. This included watching how I managed daily operations and interacted with clients and staff among others in addition to encountering complex situations. I wanted to acquire several skills through this technique such as observing while taking part in various activities.
 Guest Service Excellence: Knowing what guests want, exceeding their expectations, and giving a quick solution to conflicts. 
Team Leadership: Encouraging and organizing work of the team members who are serving clients in accordance with procedures and regulations. 
Task Management: Making sure I do first things first, spreading responsibility between people who can cope with it and making maximum use of time available so that you don’t miss deadlines. 
Learning Objectives:
- Understand the technical skills required for front office desk operations.
 -How to manage the check list on early shift for reception and to check the Front Office Handover list. (this  list every shift has it and is the one of the most important task).
- Communication and teamwork strategies that are effective.
- Learn the problem-solving skills needed in handling complaints from customers.
While shadowing I realized how crucial technical know-how about hotel reservation systems is as well as the policies they have put in place. According to Kolb (1984), interpersonal skills such as empathy, understanding guest needs and effective communication were important in managing guest expectations and resolving issues.


Reflection:  
One incident that was very memorable was when a guest came complaining about a noisy room. The guest seemed angry and demanded immediate action. In dealing with this situation, my supervisor remained composed throughout the conversation with the customer. They listened attentively to his concerns expressed genuine sorrow then offered him another room while also providing an additional free service just to make amends with her; these actions demonstrated good customer service by addressing both immediate issues for the client while at the same time creating a positive image for future business...
Action:
From this experience, I identified various areas for personal and career development. 
Technical Skills: Become more conversant with hotel management software and reservation systems. 
Communication Skills: Engage in active listening and learn ways of calming temperaments down. 
Teamwork: Improve working together with different departments to ensure a smooth operation.
            Critical analysis:
Shadowing the supervisor showed me how multifaceted the job is as well as the significance of good communication skills. According to Gibb (1988) effective communication played a vital role in varied aspects of the supervisor's duties: 
Work-Based Skills & Technical Knowledge:
The front desk operations require both technical knowledge and practical abilities (Argyris & Schön, 1974). It is important to be competent in using reservation systems and understanding hotel policies as stated by Jensen (2000). These skills help in efficient handling of guests’ requests.
Communication:
Guest interactions can be managed well through effective communication, according to Dewey (1938). These include verbal and non-verbal cues. It is worth noting that guest satisfaction can be greatly influenced by the ability to communicate information clearly or actively listen (Heskett & Schlesinger,1994). This was evident when the supervisor had empathy that led to a practical solution in response to a complaint about noise coming from one of the rooms.
Teamwork and Task Management:  
To effectively address customer needs, it is necessary to cooperate with other departments such as housekeeping and maintenance. Effective teamwork ensures effective management of assignments which reduces waiting time for clients hence improving their experience (Zeithaml et al 2018). From my experience, it became clear that having an open line of communication helps foster teamwork.
Personal Skills:  
Some important personal qualities include empathy, patience, compassion, and the ability to solve problems. In addition, these skills assist in managing stressful situations and making guests feel valued and respected. The significance of being calm even when faced with pressure cannot therefore be emphasized more in good guest service (Maslow, 1943).
Guest Service Encounter:  
The supervisor’s understanding of the situation was good though other alternatives included proactively offering discounts for future stays and providing a personal follow-up/check-in to make sure that guest satisfaction is ongoing. The employer’s response not only clarified the matter but also surpassed the target by giving more facilities than anticipated.
 Building Communication Skills:
My experience with supervisor shadowing reminded me of my prior customer service work at a retail store where I learned active listening skills that helped me ascertain customer needs and resolve their concerns effectively. Again, in such an environment, I have been able to work as part of a team to foster cooperation and clear task communication and idea sharing. These events brought out communication as instrumental in achieving client contentment which is applicable directly in hospitality.
Alternative Solutions:  
While the supervisor handled the situation well, there are other ways it could have been done including:
- Giving away points/rewards for next stay to show goodwill.
- Ensuring that guest satisfaction is maintained through doing personalized follow-ups.

  Future Action Plan
Personal Development:
There are courses which can be undertaken to improve my technical know-how in hotel management software. 
I will be in communication and conflict resolution short courses targeting better human relations. 
I will seek advice from experienced supervisors through mentorship.
Vocational Development:
Certificates: Obtain certificates in hospitality management that authenticate competence. 
Continued Reflection:
Regular Feedback: Ask for feedback from your boss and colleagues to identify the areas you need to work on.
Self-Assessment: Regular self-assessments should be carried out to track growth and set fresh goals. 
 

Conclusion 
To conclude, my experience shadowing a supervisory position at the front desk of Delta Hotels from Marriott Swindon has shown me how crucial it is to have technical knowledge, even for a single day being present and I have the best trainer named Vanessa, she showed me all the most important tasks, communication skills, teamwork spirit and personal qualities while dealing with guests matters. This Experience Reflection Model provided me with an analyzing structure for this case which resulted in lessons learnt that will benefit my further development in future. 
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