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[bookmark: _Toc211889284]Introduction
My Level 6 exposure at the Marriott in London which is located in the United Kingdom has been in the Front Office (Reception) and within Hotel Administration. I will be working as a Front Office trainee who will help with the check in and check out of guests, answering guest queries, billing precision, assigning rooms, pre arrival preparation, and liaising with Housekeeping and Night Audit. My supervision was with the Front office Manager, Nicolas Kipper and the Duty Manager Meenakshi Kaku. My areas of service recovery, system use and handovers have been supported through their coaching and feedback. This report will be structured using Gibbs Reflective Cycle. I am doing this reflection in order to demonstrate how my own professional practice has evolved between Level 4 and my placement by correlating real-life situations with module content like Hospitality and Guest Services and Management and Organisational Behaviour and to outline unmistakable activities that can be done in order to increase level of guest satisfaction, enhance reliability of processes and increase level of my Supervisory power.
[bookmark: _Toc211889285]Main Body
Basic communication with guests, queue management, checklists thinking, and basic service recovery were among the things I learned about Food and Beverage, which is my Level 4 placement option. Level 4 modules (Marketing Essentials and Hospitality and Guest Services) provided me with such tools as customer journey mapping, the gap model of service quality, and an effective recovery sequence. These are the basics that have provided me with the ability to cope with time pressure and expectations at Front Office.
[bookmark: _Toc211889286]Cycle 1: Early arrivals vs room preparedness
Concrete experience
During a hectic Friday there were numerous early arrivals before the Reception before 1 pm and a number of priority rooms had not yet been given up. Front Office was starting the queue, Housekeeping was still delivering the rooms, and guests were ready to access the rooms at any time. I was in charge of the queue, checked on room status in real-time and communicated with Housekeeping and the Duty Manager, Meenakshi Kaku.
Reflective observation
Waiting anxiously soon turned out to be a problem among the guests. Even in cases where we provided luggage storage, some of them left the desk unhappy. I observed that my updates were true but not packaged in a way that would deal with expectations (Morris, 2020). Housekeeping was also responsive and not scheduled.
Abstract conceptualisation
The gap model that I applied in Hospitality and Guest Services is the following: the gap between the perceived delivery and the expected readiness results in dissatisfaction. I learnt that better communication under competitive conditions improves the early and precise framing of expectations, which I learnt under the Marketing Essentials. Service blueprinting assisted me in realizing the poor handoff between the Front Office and Housekeeping at 11:30-13:30. The simplest concepts of queuing made me recall that I have to divide tasks between fast and slow to keep the line flowing.
Active experimentation
I put to test three changes the following day with the Front Office Manager, Nicolas Kipper.
· We had made a two-hour pre-arrival sweep at 11:30: flagged top early arrivals, room progress, and reached an agreement on release order with Housekeeping.
· The simple script: that I applied at the desk was realistic time window, and the offer of a lounge or luggage service and the suggested gift of alternatives like ready twin, an upgrade with a yes.
· I have divided the queue: at one station, and key pick-up and quick queries; at the other station, check-ins to the full extent.
Outcome: a decreased number of guests that walked out of the desk aggravated, the line was shortened and rooms released were availed to the right guests before others. I got to know that expectation framing and visible coordination shift the mood altering the mood even before keys are issued (Wijnen-Meijer et al., 2022).
[bookmark: _Toc211889287]Cycle 2: Checkout Billing issue
Concrete experience
The guest objected to the charging of minibar and bar transfers at 08:00, as departures were at its peak. I confirmed the folio, observed probable error on the transfer of the posting, and a valid minibar posting. The line behind grew.
Reflective observation
I experienced the time pressure and feared to make other persons wait. My explanation was first very long and technical. The guest did not feel heard. I understood that I had to be able to separate empathy, verification and resolution.
Abstract conceptualisation
Based on Hospitality and Guest Services I utilised a very easy recovery ladder: listen, empathise, clarify facts, resolve and follow up. Marketing Essentials provided me with the concept of perceived fairness: process fairness is important and outcome fairness is important. The Service Operations provided me with the principles of error-proofing: determine the origin of the misposting in order to prevent repetition (Wu et al., 2021).
Active experimentation
I began with a brief structure:
· Heed and admit the complaint; say there was what I would remedy.
· Split the charges: now un-transfer the wrong and only later authenticate minibar through timestamp and housekeeping record.
· Make a slight gesture of goodwill in the delay, which is agreed with by the Duty Manager.
· On check out, any coincidence with a dirty slip with partial root: bar slip had a duplicate partial root with two in-house rooms.
In case of the Slips, I collaborated with the bar supervisor to restructure the pulse and trained myself to ensure complete room number and name on all the transfers. 
Result: the customer was contented, the queue flowed and next week we minimized repeat errors.
[bookmark: _Toc211889288]How Level 4 prepared me
Level 4 helped me to view the entire guest journey but not just a single touch. I applied journey mapping and expectation framing in the Workbook of Marketing released at the beginning of my work. The recovery steps in the billing dispute came in handy when I utilized them at Hospitality and Guest Services. Level 4 knowledge on checklists and short scripts in Food and Beverage direct to Front Office during time pressure.
[bookmark: _Toc211889289]Difficulties, growth and abilities acquired
· Challenges: it is difficult to strike a balance in speed and accuracy at the desk; it is difficult to coordinate with the Housekeeping on a real-time basis; it is difficult to break charges down into plain language.
· Development: I now work on preparation of peaks beforehand and present expectations well and distinguish between quick and in-depth investigation (Olimovich and Khudoynazarovich, 2020).
· Shortcomings acquired: queue triage, cross-department negotiations, script design, as well as simple root-cause logging. 
· My judgment was developed: I determine when it is necessary to compensate, when to repeat myself, and when to escalate.
[bookmark: _Toc211889290]Knowledge of theories and frameworks used and my enlightenment
· Gap model of service quality: it demonstrated the possibility between anticipated and provided readiness of the room, which led to my modification of communication and pre-arrival preparation.
· Frame of expectancy and disconfirmation: used to program real time factors and options at the desk.
· Service blueprinting: unveiled the poor handoff durations and therefore I set up the pre-arrival housekeeping and agreed release order.
· List of recovery ladders: regulated my reaction to the billing conflict and remained empathic with the client and factual about evidence first and second respectively (Darvishmotevali and Ali, 2020).
· Error proofing attitudes: transformed one-time correction to the bar to a mere process modification.
[bookmark: _Toc211889291]What I learned and how I put past learning to use
I was taught that front and back-stage words and coordination have to be co-located. I began to reuse Level 4 checklists and scripts but included some further planning and more definite metrics: length of a queue, time of check-in, and number of corrections (Denizci Guillet and Chu, 2021). I now have a brief plan with the team about the peaks, maintain a calm tone and keep a record of little fixes to avoid duplication of the fixes.
[bookmark: _Toc211889292]Conclusion
The cycle made by Kolb taught me to transform the stressed desk time into learning and improved habits. The main implications include: proactive coordination and framing of expectations in the case of early arrivals; empathy followed by quick verifying and easy process-fixing to avoid recurrences in the situation of billing disputes. Frustration was minimised and the Housekeeping release-order agreement with pre-arrival sweep, two stream queue, and desk scripts streamlined the check-in flow. Recovery ladder and a rule of posting, which was error-free, enhanced the perceived fairness and minimized corrections. To expand, I require quicker information search in the property system, greater cross departmental bargaining, and more precise descriptions of the guests during the peak. 
Development targets: 
· 1) At peak periods, reduce the average check-in time by 20 percent through standardisation of the 11:30 sweep, running two-stream queue, and recording five-sample times of each shift; 
· 2) At the end of the week, reference material Reduce transfer posting corrections to less than two a week by ensuring the full room number and name are recorded on each transfer, auditing slips daily, and presenting findings at the end of the week.
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