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Delta Hotel Nottingham is a Marriott International, providing modern hospitality rooted in outstanding guest service (Stone et al., 2022.). It offers the finest operations in such a way that it creates an exceptional and smooth stay from before arrival to after leaving the hotel. These departments together ensure smooth check-ins and check-outs, respond to inquiries, manage reservations, and resolve guest concerns effectively. Other hotel departments must also be collaborated with like housekeeping and food and beverage to deliver personalized experiences for guests. Every guest service associate is trained on the problem-solving mindset and how proactive they can be through engagement, conflict resolution, and going the extra mile to exceed guest expectations.
This placement is intended to provide hands-on experience for the students in guest service operations, technically equipping them but also with relevant soft skills in hospitality. Participants will receive direct exposure to front office operations through check-in and check-out and reservation activities (Alcañiz and Anguera-Torrell 2022. p.1). They will also be conversant with hotel management systems like Opera. They will utilize their experience with visitors, listening to demands and grievances for a better understanding of emotional intelligence and the need for good listening as the main ingredients for guest satisfaction. The students are also expected to acquire problem-solving and recovery skills in cases of reservation and service-related issues. Collaborative relations with the other departments including housekeeping, food and beverage, and maintenance will give an essence of teamwork for a seamless stay for the guests. 
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[bookmark: _Toc181201924][bookmark: _Toc181631432]Reflections about the role Front Office and Events at Delta Hotel Nottingham
The front office by day and event operations by evening at Delta Hotel Nottingham gave me an all-around view of the different demands that exist in guest services. In the front office, I saw how they manage check-ins, attend to guest inquiries, and make bookings using hotel management systems such as Opera (Njue 2020.). This experience underlined technical knowledge and attention to detail and the need for swift decision-making in real time to address guest needs smoothly. During evening events, coordination and adaptability took precedence as the team collaborated on managing setups, timing, and guest interactions for smooth event flow. This double exposure underlined how technical and interpersonal skills merge in meeting customer expectations across different contexts.
It was an experience that greatly extended my understanding about the work-based skills crucial for hospitality, such as multitasking and effective communication. Observing these different roles further increased my awareness regarding the importance of teamwork and the clear communication and collaborative involvement between departments to manage the situation in a rush when individual tasks and, by extension, the wider objectives are met effectively and on time. I also saw the role of the supervisor in managing task priorities to provide team support to hold up service standards during event days.
Reviewing at my vocational development, I can notice the ways in which my former industry experience, academic study, and this placement combined to build up my grasp of key competencies about communication, task management, and problem-solving. Academic study provided a base, whereas this hands-on experience strengthened my understanding of service dynamics and the flexibility needed for dealing with varied guest expectations. This shadowing experience has really strengthened my practical skills and highlighted the importance of continuous learning and adaptability in delivering exceptional guest service.
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The front office during the day and evening, are events at Delta Hotel Nottingham which points out the significance of the workplace skills and technical information when it comes to hospitality (Turner 2021.). To give an example in a front office, someone really needs to be quite fluent in how these hotel management systems go along because that is something crucial and important in doing a perfect job on check-in or on reservations and making some appropriate guest requests. This was found in that ability to integrate technical knowledge into interpersonal skills: how personnel could quickly reply to a caller's inquiries, bill easily, or maintain operational management with extremely high levels of guests staying. All such front-office exposures underlined for me how multitasking skills and accuracy in high pressure situations help determine technical competency, as in forming good guest service competence.
There was also the need for flexibility and communication during evening activities. The staff of this particular event needed to handle time management, departmental coordination, and last-minute changes. With the coordination of others involved, individual strengths in coordinated setups, guest flow, and keeping up with given schedules, these dynamics further exhibit that technical know-how aside is not enough but requires strong team collaboration and flexibility for effective events.
This combined experience illustrated that technical expertise is fundamental, but so are work-based skills like communication, problem-solving, and teamwork in achieving various guest expectations and providing excellence in service in such a fast-paced environment.
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The most memorable situation during my shadowing experience at Delta Hotel Nottingham was when a guest was unable to find a room for which they had a confirmed reservation because of an overbooking issue. The guest was understandably upset, creating pressure on the front desk team and interrupting the seamless flow of check-ins. The implication was that it negatively influenced the performance of the department since the front desk could not take away attention from other guests (Fu et al., 2022. p.103174). The cause of the delay affected operations in general, which added to wait times and gave a backlog of guest service. This situation demonstrated a necessity for more efficient cooperation of the reservation and front office teams to avoid this type of mistake. But service recovery was necessary in that case as otherwise; the guest's irritation might have developed further. The supervisor proved very effective in resolving conflicts when she was able to provide the guest with an alternate room in another partner hotel and a complimentary stay next time. This helped to reduce the deterioration caused by the guest experience and the image of the hotel.
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Improving the real-time communication between reservation and front desk teams would be a very pragmatic approach. The property management system can also adopt pre-emptive strategies in managing overselling, such as moving flexible bookings ahead of time, to prevent such situations from happening. The theory of service recovery helps make sure that in such times, there should be compensation or an upgrade made to customers, which helps them feel valued and important; therefore, guests become loyal and are not dissatisfied (Wei et al., 2020. p.321).


[bookmark: _Toc181201928][bookmark: _Toc181631436]Conclusion and Action Plan
[bookmark: _Toc181201929][bookmark: _Toc181631437]Conclusion
The shadowing experience undertaken at Delta Hotel Nottingham provided a crucial understanding of how complex the management of services to guests is and, more importantly, the depth of work-based skills one needs to have in technical know-how. It was learned during this experience that operational work, or technical capability in hotel management systems, is not enough; rather, the use of soft skills such as teamwork, communication, problem-solving, and emotional intelligence will work toward the delivery of guest services. I found the ability of the supervisor to coordinate tasks in departments, handle guest complaints, and adapt to unanticipated challenges. Such ability would require flexibility, as well as timely decisions to sustain standards.
Technical skills in using the Opera system can complement interpersonal skills in sustaining the smooth flow of activities. Communication between the departments can play a central role in the coordination of services aimed at the realization of expectations from the guests. The service recovery process also depicted the importance of prompt and assumed responses for maintaining the satisfaction of the guests and safeguarding the reputation of the hotel. Anticipating guest needs and proactive issue management emerged as important competencies for the Front office, repeating the industry that skills have to be constantly developed in the hospitality sector.
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To further develop my capabilities, I will focus on technical and interpersonal competencies. This includes acquiring advanced knowledge in property management systems and hotel operations to better manage tasks. I also intend to attend customer service workshops to improve my conflict resolution and service recovery abilities. I will also seek opportunities to participate in cross-functional projects, which will help me develop teamwork skills and broaden my scope of understanding concerning the operation of hotels. Reflecting on this shadowing experience, I realize the importance of continuous learning and responsiveness when guest expectations change continuously. 
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