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Introduction
Delta Marriott Swindon operates a well-organised administrative departament under their front and back-office sections that ensure effective hotel manmagement and smooth guest experiences (Marriott, 2025). The Front Office departments manage check-ins, check-outs, customer communication and membership promotions whereas the back office focuses on budget discussions, operational planning, and forecasting revenue. The hotel has 156 rooms of diverse types and 9 conference rooms that cater to leisure and business guests both (M&C, 2025).
Learning objectives
· To understand the front office operations like guest check-ins, room allocations, check-outs
· To gain practical experience of ways to oversee client complaints and ensure proper guest relationship with strong critical thinking skills.
· To develop teamwork and time management skills while working in this fast-paced hospitality setting
· To learn about the loyality promotions and membership programs
· To enhance my critical and analytical thinking skills along with addressing operational issues.
Section 1: Reflection on experience and Personal Development
Description
During my placement, I ensured to observe and assist a front office supervisor in daily activities like overseeing guest check-ins, complaint handling and membership promotions. I also engaged in morning briefings and problem-solving scenarios like addressing customer dissatisfaction due to unclean room and even room allocations. I also contributed to sales strategies by inspiring guests to buy breakfast and enrol on the Marriott Bonvoy membership program.

Feelings
I was overwhelmed initially by the fast-paced working environment and the ability of the supervisor to multitask effectively. Moreover, as I acquired more insights into this role, I became more confident in managing complaints, and guest interactions and managing high service levels.
Evaluation
This experience provided a valuable understanding of the working skills and technical knowledge of ways to meet proper guest service levels. For example, I learnt the vitality of initiative-taking critical thinking skills when guests reported some expired milk in their rooms, matching Herzberg's Two-Factor Theory. Herzberg's theory states that hygiene factors must be fulfilled to foster satisfaction (Ghimire et al., 2024). Here, hygiene means room quality and cleanliness which enhances guest satisfaction. This enhanced my awareness of teamwork, as coordinating with the maintenance and housekeeping was essential in resolving customer issues.
Analysis
This placement showcased how vocational and personal growth influences teamwork, task management and communication in the hotel administration. My previous experience while working in customer service positions has provided me with ample knowledge for handling customer inquiries but this placement has focused on the need for structured communication and adaptability skills in a high-pressure working environment. Articulating information in an understandable manner avoids ambiguity and streamlines team effectiveness (Singh, 2024). Tuckman's Group Development Model was evident for the front office department functioning through forming, storming, norming, and the performing stages to deliver good service. During a guest complained about leftover food and expired milk, the front office team faced confusion and coordinated with the housekeeping team (storming). The supervisor assigned clear job roles where one members overseen complaints while the other contacted housekeeping (norming). In this way, the team solved this issues, compensated the customer, and ensured improving the quality control (performing). This showcased the Tuckman's model in practice.

Conclusion
The Gibbs Reflective model has been used to reflect on the experiences of shadowing this supervisory role in the hotel administration of Delta Marriott Swindon. This enhanced my understanding of customer expectations and bridget my academic learning with practical application, thereby enhancing me to uphold top-notch service quality.
Action Plan
I would enhance my leadership skills by studying hotel revenue management theories by participating in workshops or further participating in on-the-job training practices.
Section 2: Critical Analysis of work-Based Skills and Technical Knowledge
During this placement, i have acquired various competencies that might help me contribute towards the success of hotel management. Work-based skills like teamwork, communication and critical thinking skills are integral for managing hotel operations (Anuar et al., 2024). Pal (2024) highlights it, that forceful communication helps foster clarity between departments prevents service delays along with enhancing guest experiences. For example, in a morning briefing, the supervisor stressed the importance of updating housekeeping on VIP guest's arrival, ensuring the rooms were prepared with the highest cleanliness standards. Furthermore, teamwork was also fundamenal in handling guest issues like when a guest reported expired milk in their minibar. During this incident, the front office team coordinated with food services and housekeeping to solve this issue, aligning with Kotter's Change Management Model that emphasises the significance of collaboration in service improvement. Furthermore, technical knowledge like understanding loyalty programs, reservation systems and revenue management is also important for ensuring effective hotel administration (Hayes et al., 2021). I have gained firsthand experience in using the OPERA system, the  property management system of my placement hotel. This allowed me and the staff to check the availability of rooms, process payments and update the guest profiles.This has been crucial in optimising occupancy rates and delivering tailored guest  experiences. Furthermore, i even learnt about the Bonvoy membership program that incentivises guesty loyalty via rewards. This illustrates how hotels use strategic marketing to enhance client retention and repeat purchases (Kalgi and Hire, 2024). These skills and knowledge have reinforced my understanding of time management in handling check-ins and check-outs during peak periods along with the need for swift decision-making abilities while allocating rooms because of last-minute booking alterations. This aligns with Mintzberg's Managerial Roles, especially the decisional and interpersonal roles that are effective in handling smooth hotel operations (Giousmpasoglou and Marinakou, 2024).
Section 3: Reflection on Organisational Issues
I encountered an issue regarding cleaning and safety standards as a guest complained about finding expired milk in their minibar and leftover food in their refrigerator from the previous occupant. This issues showcased a failure of the housekeeping team and their inefficiencies in not being able to uphold the quality control policies. This not only affected our guest satisfaction but degraded the hotel's reputation. Cleanliness is the main priority of a guest whenever they check in any hotel (Yang et al., 2024). Such an incident underscores the significance of staff accountability  and non-adherence to inspection protocols. This speaks highly of inadequate staff training that could have been done in a better way to enhance the overall service quality. Managing this challenge required me to observe how the front office team must remain empathetic and professional in offering smooth services to guests and preventing similar complaints. Solutions include implementing a double-check system where supervisors whould inspect the room just prior to check-in, to prevent such incidents. The staff needs to be trained properly on accountability and cleanliness so that it not only enhances their motivation to oversee such challenges more confidently but also increases customer retention. Implementing a technology-based tracking mechanism or a digital inspection checklist may also ensure all rooms meet standards. This experience enhanced my knowledge of teamwork, problem-solving and quality assurance to manage future roles more maturely and ensure guest satisfaction and high service quality.




Conclusion and Action Plan 
This experience at Delta Marriott Swindon has helped me observe the supervisory role that further highlighted the vitality of effective teamwork, communication, quality control and the necessity to uphold guest service standards. Handling guest issues and witnessing such operational challenges has reinforced the need to acquire more adaptability and critical thinking skills in hospitality management. To further enhance my skills, I whould enhance my leadership skills  by seeking mentorship from experienced hospitality professionals working in this industry for years. I aim to improve my quality management knowledge via certifications in hotel operations and bolster my critical thinking skills by taking training on client service and conflict resolution techniques. Taking up these would help me to get a successful career in hospitality administration and be appetite with effectively managing operations and ensuring top-notch guest satisfaction.
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