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I got the work placement opportunity at Marriott Hotel within the restaurant and front office department, for a 10-week Level 6 hotel placement, which delivered me an overall hands-on experience and learned about diversified aspects of hotel operations and customer service prospects. The report aims to reflect on my journey by using theoretical concepts wherein proper suggestions can be delivered for improving my skills in the restaurant and front office department of Marriott’s Hotel. Therefore, Gibbs reflective cycle will be used within section 1 which is a cyclic model and consists of 6 stages of description, feelings, evaluation, analysis, conclusion, and action plan to react to my expertise and deliver directions for my personal development (Gibbs, 1988). Further, the next part will critically analyse my work-based skills and technical knowledge, and section 3 will reflect on organisational issues. In the meantime, the learning objectives of mine within the restaurant and front office department are:
· To improve my real business insights and employment skills.
· To apply my learning knowledge within practical office dynamics.
· To enhance my customer service and communication skills.
· To develop my networking within the hotel industry by which guidance on the restaurant and front office department can be obtained directly from industry experts. 
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Figure 1: Gibbs Reflective Cycle. 
Source: (Gibbs, 1988).
Description: During my work placement within Marriott Hotel’s restaurant and front office unit, I was directed to make breakfast set up and buffet top up, set up the dining, and arrange the cupboards. Moreover, I was responsible for receiving customers in their front office. Along with this, I was directed for housekeeping responsibilities where I performed bedding, hoovers the rooms, and cleaned the toilets (Hagg, 2013). 
Feelings: The overall journey presented a mixed experience for me as I was quite nervous in the first place. However, the welcoming nature of the Marriott Hotel’s manager was quite supportive towards me which put me in a comfort zone (Vallen and Vallen, 2014). Besides, all staff members were helpful and kind whose assistance ensured that I delivered my best at that place (Tewan, 2009). Specifically, the customer relationship officer helped me a lot and helped me to communicate with the entered customers. 
Evaluation: The overall journey added both positive and negative impacts on my life. The journey of Marriott Hotel’s restaurant and front office has allowed me to improve my communication and conflict resolution skills (Lawyer, 2021). Besides, it delivered hands-on experience with the allowance of a strong industry network. However, the enormous pressure that I faced during the journey affected my learning and demotivated me to showcase my full potential. Along with this, the lack of adaptive skills and technical knowledge made it difficult for me to catch their directorial prospects effectively (Rughubalan, 2009).
Analysis: Since, hotel businesses are centred on customer interactions, therefore, the participation in my 10-week Level 6 hotel placement opportunity at Marriott Hotel allowed me to improve my communication and conflict resolution skills (Gragnano, Simbula and Miglioretti, 2020). These can be used by me in my future professional life within the hotel industry. Besides, the guidance that I gained from the hotel manager can be used to appoint my future improvement actions. However, I was not ready to participate in such a stressful working dynamic which necessitates improving my stress management skills (Casado, 2012). Besides, the lack of technical knowledge limited my ability to deliver my best which will continue in further professional actions if I do not consider improving my skills. 
Conclusion: The overall journey highlighted the importance of ensuring personal and vocational development, communication skills, collaboration skills, employment skills, and customer service skills (Brown and Lent, 2020). Moreover, it informed me to enhance my adaptive skills, collaborative skills, stress management, and hands-on technical knowledge. 
Action plan: I will improve my communication, adaptive, collaborative, and technical skills by taking required actions and utilising reliable resources by which I can prepare myself for future employment roles (Lawyer, 2021). 
[bookmark: _Toc181890051]Section 2
Both work-based skills and technical knowledge are crucial for maintaining hotel administrative tasks which I encountered during a placement opportunity at Marriott Hotel’s restaurant and front office (Abd-Latif and Hasan, 2022). There, I was responsible for receiving customers and identifying their queries in the front office which necessitated smooth communication and holding of conflict resolution knowledge.  In a couple of cases, I was not able to deal with the customers who became hasty and I directed them to the manager who calmly handled the overall situation effectively (QAA, 2018). That also emphasises the requirement of patience, teamwork, and multitasking ability. On the other hand, the polishing of cupboards, buffet setups, and beddings complied with technical skills such as food and beverage management, and health and safety compliance (Esterhuyzen, 2019). Without adopting such skills, the confirmation of hygiene cannot be ensured which can pose hurdles (Bardi, 2010). However, the guidance and directions that I attained from waiters and hotel boys at Marriott Hotel have allowed me to improve such skills. 
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While performing the work placement responsibility at Marriott Hotel’s restaurant and front office department, I encountered several hurdles in dealing with customers as everyone has different perspectives. Most of the time, situations came out of our hands where we sought assistance from the manager but at the same time, he could not be present in different locations which worsened the situation (Johnston, Clark and  Shulver, 2012). Along with this, I noticed that a large number of employees have only a knowledge of technical skills such as health and safety compliance which cannot be avoided to confirm safe customer service (Blum et al., 2020). However, the improvement of customer services can be ensured by following the uncertainty reduction theory which suggests predicting the trajectory and social interactions (ASET, 2017). Reacting to the concert, the hotel manager can ensure health and safety training to their employees and deliver predictive directions about how to utilise conflict resolution measures in which situations (Fallon and Rutherford, 2010). 
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The work placement at Marriott Hotel’s restaurant and front office department, that I got for my level 6 hotel placement of 10 weeks of tasks allowed me to learn about the required skills and knowledge and helped me to attain hands-on experience. Moreover, the experience has helped me to develop my communication, adaptive, conflict resolution, and technological skills which will support me to pursue a career in the hotel industry (Wood, 2013). The action plan to improve my required skills is outlined.
	Objectives
	Required tasks
	Required resources
	Timeline 

	I am aiming to improve my conflict resolution skills. 
	I will participate in a conflict management course, workshops, and seminars, and use meditation tactics (Athanasatos, 2019). 
	Mediators, workshops, training organisation, and resource management tools (Angu, 2020).
	6 months 

	I am focusing on holding a strong grip on hotel industry-related technological skills. 
	I will participate in an online hotel management course, learn health and safety regulations, and learn about self-check-in technologies (Yazdi, 2024). 
	Online courses, books, journals, industry-related seminars, and workshops (Lawyer, 2021). 
	1 year 

	I am willing to improve my communication skills. 
	I will practice active listening, participate in workshops, and seminars, show empathy, and ask for feedback from my instructors (Lawyer, 2021). 
	Video tutorials, blogs, workshops, podcasts, and presentations (Brown and Lent, 2020).
	6 months
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