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My placement was undertaken at Marriott Cardiff, a prominent four-star hotel in the city centre of Cardiff. It is famous for its refined service and city centre location and is ideal for business and leisure travellers. I was assigned to the Front Office department, being the central point of guest interaction where check-in and check-out processes, guest inquiries, room allocation, and booking administration on Property Management Systems (PMS) receive attention.
The Front Office department has a pivotal role in ensuring guest satisfaction and interdepartmental ease of operation in departments like Housekeeping, Maintenance, and Revenue Management (Rinda and Faozen, 2024). Throughout this placement, my main area of interest was to witness and take part in the organisational process and communication in this hectic department.
Before beginning my placement, I established three personal learning objectives:
1. To develop confidence and professionalism in guest communication.
2. To gain proficiency in using a Property Management System (PMS) such as Opera.
3. To understand the role of leadership in maintaining front office efficiency and guest satisfaction.
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Description
My job designation during my internship was that of Front Office Assistant, in which I assisted in check-in/check-out, guest queries, processing of bookings, and communication with housekeeping. Additionally, I assisted in reporting misplaced property, guest complaints, and guest profile updates in Opera PMS. Furthermore, I saw supervisors conducting briefings of shifts, allocation of tasks, and management of conflict.
Feelings
At first, I was apprehensive about managing direct guest contact, afraid of miscommunication or giving erroneous information. But with repeated practice, consulting my supervisor, and studying standard operating procedures (SOPs), I felt far more confident. I even started enjoying interaction with guests and resolving their issues efficiently during busy check-in times.
Evaluation
One thing that was positive about it was the way the front office team operated together, communication was open, and assistance was offered. Leadership was being demonstrated openly through the use of shift managers, who were offering guidance and instant feedback (Quaquebeke and Gerpott, 2023). One of the difficult activities was how to deal with a guest complaint over double booking, and I had to align with the Reservations team. This was managed professionally by my manager, who got the guest upgraded, and I learned how tone, timing, and empathy are great indicators of guest service recovery.
One of the technical accomplishments was mastering the Opera PMS system (Deng, 2022). I was at ease with updating reservations, viewing room status, processing payments, and preparing reports. The initial learning curve was the most difficult aspect, particularly getting used to having multiple tabs and inputting the information correctly under time constraints.
Analysis
The Front Office supervisory role in Marriott Cardiff was a key contributor to the efficiency of operations, particularly at peak periods. The supervisors had guest contact with assistance from the teams. Their calm leadership during difficult situations ensured effective handovers and the retention of high levels of guest satisfaction. Communication flow to other departments (e.g., Housekeeping) was paramount, particularly in terms of the management of room readiness.
I observed the application of several work-based skills:
· Leadership was demonstrated through task delegation and guest conflict resolution (Akhavan Tabassi et al., 2025). 
· Problem-solving skills were evident when reallocating rooms due to last-minute cancellations or maintenance issues (Guvenc, 2025). 
· Organisational skills were necessary for managing guest queues and processing group bookings.
Two Examples:
1. A walk-in customer requested a room on a sold-out evening. My manager calmly used Opera to identify a no-show, rebooked the room, and alerted housekeeping in real-time. There was a need for leadership, swift decision-making, and effective use of PMS.
2. During a big conference, I had to hand over room keys and clarify services. That I can handle pressure, communicate well, and remain organisational made it a breeze for over 50 incoming delegates.
Strengths and Weaknesses
My strengths were being professional, working in teams, and learning. I also learned to be tolerant under stress. My weaknesses included being unaware of Opera first and being unsure of how to handle guest complaints. I hope to improve by doing more customer-related tasks and receiving more software training.






Action Plan for Development
	Objective
	Action
	Timeline

	Improve complaint handling
	Enrol in a customer service training workshop
	Within 1 month

	Master Opera PMS
	Take advanced Opera training via Marriott Learning Hub
	Within 3 months

	Develop leadership skills
	Shadow Front Office Supervisor for 3 weeks
	Next placement cycle





[bookmark: _Toc198987134]Section 2: Discussion of Key Hotel Administration Issues
Issue Identified: Training inconsistency across front office team members.
Throughout my placement, I observed that there was an insufficient uniform training program for the new and temporary staff, which resulted in a few miscommunications regarding the room assignment and housekeeping liaison. The inconsistency created a delay in checking in and caused guests to be dissatisfied.
Academic Insight:
Hamadziripi (2023) affirms that proper training in the hospitality industry guarantees standardised delivery of services, boosts employee confidence, and directly influences guest satisfaction. Inexperienced employees are responsible for mistakes, wastage, and employee frustration. 
From my experience, full-time workers were familiar with Opera and SOPs, but part-time or fresh recruits found it tough. This resulted in frequent queries, duplication of effort, and mistakes, showing a difference between theory and practice (O’Brien and Dent, 2021). 
Module Link: This is an issue in the context of Personnel Resourcing & Development (Level 5), where we had learnt about the strategic significance of training in the context of performance management and organisational efficiency. Marriott's brand is built on service consistency -- thus, not training all employees to the same level undermines its service promise.
Recommendation: A structured onboarding program that involves real-life Opera training, job shadowing, and SOP testing would significantly enhance consistency and performance for all shifts (Margaritopoulos, 2024). 
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Front office operations have been affected by a growing use of technology, for instance, with AI, mobile check-ins and outs, digital concierges and forecasting guest choices (Arapou and Kapiki, 2023). The Bonvoy App from Marriott helps guests avoid a personal check-in by allowing them to enter their reservation with their phone.
Academic Insight:  Wirtz, Kunz, and Paluch (2021) explain that automation improves the way things are done, cuts down staff costs and quickly meets guests’ wishes for quick service. Still, it results in less in-person communication and needs employees to develop technical skills rather than just physical ones (Wirtz, Kunz, and Paluch, 2021). 
While a few guests liked mobile check-in, I found that most liked speaking to someone when help was needed or they needed to make a special request. This is why I think that AI won’t take over the front office, but will adjust its duties by adding tech and emotional intelligence, as both are equally necessary.
The future position in the Front Office will require workers to have guest service skills along with knowledge of current technology, striking a balance between getting work done well and having empathy.
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I gained a useful understanding of the work and management tasks involved in a hotel’s administration department. Following Gibbs’ Reflective Cycle helped me see how important it is to have good team leadership and why ongoing training matters. I accomplished what I wanted to learn by becoming comfortable with speaking to guests, using Opera PMS and understanding what leadership involves in daily work.
It became evident to me that being inconsistent with training the staff had consequences for what they delivered. Applying what I’ve learned in the past and understanding academic theory has made it easier to understand the overall influence of staff development. Reflecting on future trends, I realise that restaurants must use new technologies while focusing on the human touch.
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