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Executive Summary

The report focuses mostly on presenting the experience I gained during my internship as a receptionist at the Swansea Marriott Hotel. My time at the internship has been positive, and I have discovered numerous important concerns affecting the hotel management administration. Additionally, there are numerous solutions to most problems affecting the management of the Marriott hotel, as detailed in the hotel. As a liaison between the client and hotel management, the receptionist department has proven to be one of the most difficult in hotel administration. During my internship, I have also acquired numerous skills suitable to hotel administration management. Conclusion: It is evident that strengthening effective hotel management abilities and addressing various management difficulties is a means for hotels to greatly improve their service performance.
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 Quality hotel management can categorize personal comments and generate action items and insights from recurrent issues and remarks. At the Swansea Marriott Hotel, we care about our employees' safety and comfort. Hotels are fantastic for the hospitality experience. The hotel staff works together to please customers and keep things running smoothly. From entry-level to management, every hotel job is crucial. Here are 10 hotel classifications and their job descriptions. The hotel Manager is an operations manager who oversees resorts. A resort manager is responsible for marketing, recruiting contractors for service work orders, managing inventory, and executing administrative chores. Hotel experience and a high school diploma are essential. Hospitality or hotel management degrees are usually required.
A hotel manager ensures everything runs well. Guest satisfaction and safety are top priorities. Therefore, every service, from the front desk to housekeeping to maintenance to the restaurant, is handled with care. Hotel managers multitask, solve problems, and assign tasks. A hotel sales manager sells rooms, upgrades, and packages to customers to generate money—bachelor’s in hospitality management or business. Hotel sales managers may start in support roles and advance. They should be good communicators, innovative problem-solvers, and stress-resistant.
A housekeeping manager controls a facility's housekeeping crew. They ensure consistent cleanliness. Housekeeping supervisors oversee employee training and scheduling, hiring and discipline, inventory and supply management, and department operations. Management abilities are needed. An engineer maintains common hotel facilities and guest rooms. The maintenance engineer repairs hotel equipment and performs preventative maintenance every day (Febdilan, 2022). Diploma or GED required. Certified or experienced preferred. A concierge offers hotel guests top-notch customer service. On a typical day, the concierge greets guests, confirms reservations, answers, and transfers calls, and provides hotel data and policies. Diploma or GED preferable. 
Front desk receptionists are the first point of contact for customers, clients, and patients. Receptionists may greet customers, process paperwork, keep records and timetables, and answer phones. Receptionists should be orderly and friendly. A night auditor is a hotel's late-night front desk agent and accountant. They examine daily financial transactions and help overnight guests with check-ins, wake-up calls, and complaints. Employers prefer accounting and hospitality candidates. Receptionist as an attendant cleans and services hotel rooms. Room attendants clean and tidy guest rooms according to standards, record and report irregularities or damage, and seek maintenance as needed (Patriani et al., 2018). Diploma or GED preferable. Hotel housekeepers’ clean hotels and resorts. They swiftly and thoroughly clean guest rooms and communal spaces. Hotel housekeepers should be trustworthy, detail-oriented, and self-sufficient. This work requires physical stamina.
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Failure-Resolution Delays
A hotel's failure resolution time affects guest happiness and payment. A broken room is unavailable to guests, and a locked room means fewer business. Reducing the time between reporting and fixing a failure improves maintenance quality and speed. A technician can access all recorded failures and report issues during normal maintenance without waiting for a manager (Xu et al., 2020). Infraspeak for Hotels' failures management module makes this possible. This module includes equipment history, stock, warranties, and more for the technician to do the work.
Administration
Most of our consumers cited excessive administrative labor as a daily impediment. Many of our clients complained about a backlog of work orders awaiting clearance and prioritization. Other complaints included annoyance with Excel and paper reports. Intraspeaker for Hotels is a paperless platform that keeps everything online. Online failure management eliminates the need to email documents. The management interface can quickly check or download all reports and indicators.
Calls
Our clients were also frustrated by the number of disruptions and maintenance calls that obstruct the manager's progress. Often, these calls were for simple, routine concerns about specific asset information, such as the serial number and model. Now that this information is on your phone, you don't need to call administration.
Teamwork
Receptionists, maintenance, management, and other staff must communicate daily. It's a significant challenge for many hotels to fix, speeding up failure reporting and providing feedback to guarantee failures are resolved. Through Intraspeaker Direct, a failure-reporting app, managers, technicians, and receptionists may exchange messages and impressions.
Operational costs
High operation expenses, as an all-encompassing and onerous challenge to handle, inhibit new projects or more extensive preventative maintenance. With Intraspeaker for Hotels, a manager may make considerable reductions on smaller elements of the organization, such as paper prints, which will increase the team's productivity and optimize his staff's time, but also reduce the amount of unnecessarily squandered money through obsolete procedures.
Consumption control reduces operations costs. The technician and team record how much was consumed for each job requiring material consumption while maintaining stock counts. This allows the management to read in the asset report how much was consumed in a given period and determine if this reflects an increase or decrease, minimizing waste and maximizing equipment efficiency.
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The Gibbs Reflective Cycle is applied to proceed with this part of my task, and it is as below – 
Description
To begin self-evaluation, I must say it was an overwhelming experience in my first and second days at Marriott. Learning more about receptionists and their different roles in the hotel has been one of the greatest experiences I have had. I never envisioned being a receptionist. This was a difficult task requiring many new skills. The spirit of the Swansea Marriott receptionist staff makes this a pleasant experience.

Feelings
Despite some management flaws, I loved the overall management. This is because managers assign reception personnel to help each other. This was helpful because I was a beginner in this field and required the greatest aid from my peers to execute my work.
Evaluation
Managers often stood by my side to offer advice and called my colleagues, specialists in the industry, to demonstrate duties I couldn't handle. The manager's help and my peers' encouragement helped me grow and gain expertise.
Analysis
I also received visitor respect and decent treatment. This comes from outstanding guest service, I realized. Being honest and credible is crucial in our sector, as my job allows me to enter any hotel area.
Summary
So, gaining the trust of other support employees and favorable feedback is the key to career advancement. This critical reflective study revealed my strengths and faults. I also knew what I would do in a similar situation.

Receptionist skills
Receptionist work can be gratifying but can also help you develop valuable skills. These talents are transportable and can help you in any sector.
Communication
As a receptionist, you'd interact with customers and clients every day. Thus, people skills are crucial. A receptionist is used to working with people on the phone and face-to-face; these talents are for people management and customer service. Unless you're a lone worker, most jobs demand communication abilities.
Multitasking
A typical day may involve office management and phone calls with clients and customers. Multitasking is a valuable talent, especially for high-stress jobs.
Problem-solving initiative
Some areas of your employment may be challenging; therefore, you must be able to resolve problems quickly. You must be able to complete things without being told. In high-pressure jobs, you must be able to handle the issues and take the initiative with little supervision.
Expertise
Due to changes in the modern world, technical abilities are essential in most receptionist professions. Microsoft programs are expected. Our receptionist training course will prepare you for all elements of the job.
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As a hotelier, you want to make a good first impression on customers, and front desk operations are key. Inefficient front desks can ruin first impressions and disturb guest stays. Every guest will interact with front-of-house workers face-to-face or online. When difficulties develop, guests contact the front desk (Nain, 2018). A well-oiled front desk can handle any concerns. With so much activity, front desk efficiency is important. Bad reviews and lost money could result from not meeting guest expectations. Embrace any tools and practices that can improve the guest experience. Here are six front desk improvements.
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Several ways I learned over my placement through which some of the challenges facing hotels can be solved. Some of the ways through which this can be achieved are discussed below:
Understand my guests
Knowing my guest is essential in improving their experience and remember their likes—first, practical things like a favorite room, extra cushion, allergies, or dietary preferences. Even non-critical information, like a pet's name, can be memorable. Imagine the guest's reaction when you enquire about Rex. Make guests feel like VIPs, not room numbers. Using a property management system to store guest data gives you a competitive edge. Mews PMS tracks visitor preferences and behaviors so you can personalize service. Allergies can appear in F&B, housekeeping reports, and room preferences in reservation and housekeeping. Suppose a guest enjoys a particular newspaper (Rutherford 2021). To ensure a unique guest experience, add a task in your PMS for someone to buy the newspaper every day. Talking to guests will also teach you a lot. One customer's tiny complaint may be another's an enormous issue. You may learn that some rooms have internet issues by talking to guests. The people you speak to may not mind, but the business guests arriving later that day may give you a poor or great evaluation.
Setting priorities
Check-ins vary widely. Boutique hotels may be attentive, but larger hotels must be fast. As the hotel's hub, the front desk gets requests 24/7. Every employee will suffer if responsibilities aren't prioritized and arranged. Front office administration varies greatly by property type and working technique. Consider your typical guests. Different guests have different expectations. Therefore, your front desk regulations should reflect that. Business travelers desire efficiency over comfort.
Provide employee training
Regular assistance and training are the best approach to preparing hotel front-desk employees. Empowered employees make confident decisions and respond professionally to circumstances. Plan to train employees on basic processes and supplementary skills like time management, customer communication, and organization. Create a front-desk guidebook that outlines standard practices and team roles (Tamboli, 2022). Many hotel managers and owners lack time for face-to-face training, so train an employee or hire a professional. Delegate a problem-solver for each shift. Document procedures practically. Define what's essential, so front desk staff doesn't spend time at busy times. What must you provide at every check-in? Optional? If the guest isn't in a hurry, what details may you pass on?
Explore the neighborhood
Swansea Marriott's local guide feature is robust. Guests typically want to live locally. You can provide the same experience. Each team member should be able to recommend shops, restaurants, and attractions. Create a tourist guide with common tips for enhanced concierge service. The hotel might also offer local discounts, coupons, and appointments. Most customers will enjoy these small touches and return them.

[bookmark: _Toc107144505]Conclusion

Receptionist operations are judged by two standards: brand expectations and guest expectations. They are first determining hotel standards and guests. Use this to build internal procedures and use technology to help. Mews can boost front-desk efficiency with the right property management system. Using handwritten documents or Excel spreadsheets hinders daily processes and exposes your organization to avoidable hazards. Mews self-service kiosks with integrated payment options decrease check-in lines. Easy user access management protects consumer data and maintains operational control. Automation reduces errors and frees workers to focus on guests. By centralizing information, one can view it when and when you need it, making the guest feel valued and building brand loyalty. This will make them regulars and brand ambassadors. A happy guest spends more; thus, your ADR will rise with positive reviews. Check out our customer success stories or request a demo to see how we can improve the hotel front desk operations.
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