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[bookmark: _Toc190808717]Introduction
The Marriott Hotel of Cardiff is often regarded as a very popular 4-star hotel which mainly operates in the city of Wales (Marriott, 2024).  It has a restaurant, fitness centre and also many private parking spots that play a very pivotal role in improving customer satisfaction. The hotel offers a very comprehensive guest service operation by largely focusing on delivering excellent high-quality hospitality services. A very high level of personalised guest service, strong check-in and check-out processes and very strong 24/7 support are offered to the customers (Mckinsey, 2024).  The hotel team helps in providing a very seamless guest experience by successfully addressing all the inquiries and swift issue resolution. Based on this, some most relevant learning objectives for seeking placement in this hotel include developing very strong customer service and communication skills. Gaining hands-on experience in many hotel operations like front desk management, housekeeping, problem-solving and more are also aspired to be achieved.


[bookmark: _Toc190808718]Section 1: Reflecting on the experience and personal development
Kolb’s reflective model 
Concrete experience
Shadowing a strong supervisory position in the housing department of the Marriott Hotel located in Cardiff has provided many crucial insights into the critical aspects of operations and management. Working on Monday and Tuesday from 8 am to 4 pm commencing from 20.02.2025, I have observed the ways through which various supervisors successfully manage to coordinate all the working of housekeeping staff and manage room allocations efficiently. It has also provided me with the opportunity to successfully ensure cleanliness and maintenance to meet all the brand standards of Marriott. This particular experience has also managed to highlight the overall importance of all the work-based skills like providing attention to detail, time management, problem-solving and more (Bean-Mellinger, 2025). 
Reflective observation
Strong technical knowledge involving effective utilisation of strong property management systems, cutting-edge housekeeping protocols and more have been also considered. Development of all these skills has been very critical to meet and manage all the guest expectations since they directly influence the overall quality of the guest experience. Furthermore, critically reflecting on this experience, I have gained a very deep understanding of the ways through which effective communication and teamwork are essential in sustaining a fast-paced hospitality landscape. Supervisors working in the Marriott hotel must be able to successfully coordinate with the employees working in the front desk, maintaining team housekeepers and more to streamline all the operations. Task management skills have been also vital for addressing all the guest's concerns and fostering a positive work environment (Marder et al., 2021).
Abstract conceptualisation
My previous industry experience and overall academic journey and placements have collectively resulted in shaping all my understanding related to guest services. Previous roles have managed to teach me all the fundamentals of customer interaction and important academic studies that have provided me with theoretical knowledge on the topic of hospitality management. This placement has also bridged the identified gap between theories and practices which have allowed me to apply all my skills in a real-world setting. 
Active experimentation
The overall shadowing experience has managed to underscore the interconnectedness among communication, teamwork, task management and personal skills. I will make sure to invest 3 to 4 hours on a regular basis to further strengthen my guest service abilities by uplifting all those necessary skills in me.  


[bookmark: _Toc190808719]Section 2: Critically analysing some prominent work-based skills and technical knowledge to work in diverse working settings 
Working as a housekeeping supervisor at the Marriott Hotel in Cardiff offered me some great opportunities for learning. I realised the necessity of work-based skills and technical knowledge plays very crucial in adequately meeting guest service expectations. Relying on effective cleaning and maintenance of guest rooms requires very attention to detail, robust time management, and problem-solving skills to deal with challenging settings. In addition to that, technical knowledge regarding cleaning procedures with the necessary equipment and chemicals also plays an essential role (Forbes , 2024). However, during my placement at the Marriot Hotel, I encountered various work-based skills and technical knowledge and gained in-depth knowledge regarding their necessity for meeting guest service standards. Robust cleaning and sanitising techniques with different laundry operations and adequate maintenance of public areas play an essential role in determining the success of my work. I also learned about different technical aspects like cleaning pieces of equipment and linen management along with chemicals (Lewis, 2025).
Providing real-time examples and insights from my own experience to support the analysis of the skills
One example that stands out in showing my most adequate experience is when a guest complained about their unorganised room. As a supervisor, it came under my responsibility to make the housekeeping team quickly spring into action and rectify the issue to ensure the guest's satisfaction. This specific experience highlights the necessity of providing attention to detail while leveraging effective communication skills to showcase problem-solving expertise for adequately meeting guest service expectations. In addition to that, another insight I gained lies in the significance of working as a team in delivering high-quality guest services.

[bookmark: _Toc190808720]Section 3: Offering a reflection on organisational issues while proposing applicable solutions to the issues
During my placement as a housekeeping supervisor at the Marriott Hotel in Cardiff, I gained valuable insights related to the importance of offering tailored guest services. Here, one situation that can be pinpointed is when a guest complained about a missing item from their guest room. Hence, as someone who worked with the housekeeping team, it was my responsibility to look into the matter and deal with the situation in the most adequate manner possible. Finding the item in the laundry room ended up making the guest and eventually turned a negative experience into a positive one.
Shedding light on the missing item incident highlighted the necessity of paying attention to detail and building effective communication to offer exceptional guest services. Guest services were adequately affected, as the guest's initial experience might have ended up getting negative. However, our prompt resolution to the issue helped to turn the negative impact into a positive one. Moreover, the incident also emphasised the necessity of a robust procedure for preventing similar issues from arising.  In addition to that, I observed the importance of gaining soft skills like communication, empathy, and problem-solving in adequately addressing guest concerns to ensure their satisfaction. 
Implementing additional check-in services and procedures and double-checking rooms before guest arrival while conducting regular checking of the housekeeping processes can deal with the problems to its core. Adhering to Herzberg's two-factor theory enabled me to provide opportunities for growth and development to motivate staff to deliver better service.  Moreover, building expertise in soft skills such as communication, teamwork, and adaptability enabled me to ensure seamless guest experiences. However, the absence of any of these skills and knowledge can hamper the services I provide, having a negative impact on guest satisfaction and loyalty (Forbes , 2024).

[bookmark: _Toc190808721]Conclusion and Action Plan
Rounding up, the section above has tried to demonstrate a reflective overview of the experience of individuals working as a placement in the Marriott Hotel. Gibbs's reflective cycle has been taken into consideration to showcase the most adequate experience of the individual. In addition to that, examples from real-time working experiences and solutions to each issue have been offered as well. In addition to that, the section above has also offered a detailed inclusion of Herzberg's two-factor theory for adequately providing the best services to customers in the hospitality industry. 
Looking over my overall working experience, I gained the necessity of continuous learning and skill development to stay competitive in the industry. Hence, to make my efforts more feasible, I plan to take specific steps such as attending workshops and training sessions on leadership, communication, and guest service. Investing in my personal and vocational development will be done as well to improve my skills and knowledge and boost my career prospects in the guest service industry (Bridges, 2025).


[bookmark: _Toc190808722]References 
Bean-Mellinger, B., (2025). Most Important Employee Skills in the Workplace. [Online] Available at: https://smallbusiness.chron.com/important-employee-skills-workplace-24708.html [Accessed 12 February 2025].
Bridges, J., (2025). How to Write an Action Plan. [Online] Available at: https://www.projectmanager.com/training/make-action-plan [Accessed 12 February 2025].
Forbes, (2024). 20 Essential Skills To Advance Your Professional Career. [Online] Available at: https://www.forbes.com/councils/forbesbusinesscouncil/2024/09/26/20-essential-skills-to-advance-your-professional-career/ [Accessed 12 February 2025].
Lewis, J., (2025). How to Raise the Technical Skills of Team Members. [Online] Available at: https://smallbusiness.chron.com/raise-technical-skills-team-members-31616.html [Accessed 12 February 2025].
Marder, B., Ferguson, P., Marchant, C., Brennan, M., Hedler, C., Rossi, M., Black, S. and Doig, R., (2021). ‘Going agile’: Exploring the use of project management tools in fostering psychological safety in group work within management discipline courses. The International Journal of Management Education, 19(3), p.100519.
Marriott, (2024). Experience Cardiff City. [Online] Available at: https://www.marriott.com/en-us/hotels/cwldt-cardiff-marriott-hotel/experiences/explore-cardiff/ [Accessed 12 February 2025].
Mckinsey, (2024). How the world’s best hotels deliver exceptional customer experience. [Online] Available at: https://www.mckinsey.com/industries/travel/our-insights/how-the-worlds-best-hotels-deliver-exceptional-customer-experience [Accessed 12 February 2025].



APPENDIX [image: A document with a signature

AI-generated content may be incorrect.][image: A document with a signature

AI-generated content may be incorrect.]

[image: A document with writing on it

AI-generated content may be incorrect.]
[image: A document with a signature

AI-generated content may be incorrect.]


[image: A document with writing on it

AI-generated content may be incorrect.][image: A document with writing on it

AI-generated content may be incorrect.]


[image: A close-up of a document

AI-generated content may be incorrect.][image: A document with writing on it

AI-generated content may be incorrect.]
image6.png
3] Prifysgol Cymru

@ Y Drindod Dewi Sant

\' University of Wales
Trinity Saint David

APPENDIX 1

Week 4
Experiences/Tasks/Challenges/Lessons Shift Student Signature Hotel Mentor
(C&B) (Date/Time) Signature
This week I was given the task of organising and setting up lots of events | Date: 10.02.2025 Ohrth
which included weddings, banquets, and corporate meetings. Activities Monday&Tuesda
such as coordinating with catering staff, arranging seats, and managing ondy BTN | UMGutApey
audio-visual equipment I had to perform. One toughest activity was Time: 9am-5 pm /!

managing the last-moment changes the clients requested to do, and this task
needed adaptability and fast thinking. Besides this super hectic schedule,
the things I enjoyed during this period were watching events and the
positive feedback I received from the clients. Overall, I sensed a feeling of
excitement as well as stress during this entire week. In the end, the positive
outcomes I received as a result of the hectic tasks I performed made the
hard work worthwhile for me. I got to know about the importance of
effective communication with members from varying departments to
ensure proper management of the event from start to end. I also learned the
benefit of paying attention to important things in detail and making my
performance even better.
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‘Experiences/ Tasks/Challenges/Lessons
(Kitchen)

Shift
(Date/Time)

Student Signature

Fotel Mentor
Signature

The experience I had in the kitchen department was challenging as well as
rewarding. 1 was given tasks like preparing food, serving and plating
dishes, and maintaining absolute hygiene and cleanliness. The most
difficult task includes keeping in touch with the fast-paced environment,
especially during peak meal hours. I gotto leam to work efficiently and
stay focused under pressure. I collaborated with the kitchen staff and
Jeamed a few more ways to improve from them. The positive experiences
that  had include receiving positive feedback from the guests on the quality
of food. I also received positive feedback about the dishes I prepared by
taking guidance from my head chef and I enjoyed the task of preparing
dishes. I felt joyful and confident when my hard work was able to meet the
satisfaction level of the guests. I felt more confident about myself that I was
able to make the guests hz with my work. This week hel me to leam

Date: 17.02.2025
Monday &Tuesday

Time: 9am-5 pm
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Tessons regarding time management, and teamwork and I also leamed other

necessary skills as well. Overall, the experiences in the kitchen department i’.:@

were good enough and I enjoyed it a lot. S L

Student Signature Hotel Mentor
Signature

Experiences/Tasks/Challenges/Lessons Shift
(Housekeeping) (Date/Time)

Date: 20.02.2025 T —
Monday &Tuesday gﬁgwﬁm
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Working with the housekeeping staff at the Marriott Hotel in Cardiff
enabled me to gain hands-on experience in effectively maintaining the
cleantiness and organisation of the guest rooms.

Tasks

Key tasks of mine included cleaning and preparing guest rooms, along with
restocking linens and amenities, to ensure compliance adequately with the
hotel's quality standards.

Challenges

Severe challenges were addressed by me in appropriately managing time
and working under pressure, as well as dealing with difficult guests with
different requirements. In addition to that, language barriers and cultural
differences ended up posing difficulties.

Lessons

T leamed the importance of paying attention to detail in a teamworking

working environment and leveraging effective communication. Further, I
developed time management and problem-solving skills, which boosted my
confidence in handling challenging situations while enabling me to
appreciate the value of cultural diversity and adaptability in a hospitality
entiy.
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Level 6 Hotel Placement - Weekly Progress Tracker
Week 1
Experiences/Tasks/Challenges/Lessons Shift Student Hotel Mentor
(Front desk) (Date/Time) Signature Signature
Date: 20.01.2024 to 0W

The experience of a front desk employee at Cardiff Marriot Hotel has been | 9 ) 525

enriching for me, s it provides me with first-hand experience of the job O Wil

Tole. My task for the first few days was to welcome the guests, manage the | Time: Monday to

room reservation and handle complaints of the guests. I was responsible for | Tuesday 10-6 PM

identity verification, payments and room assignments, resolution of
complaints from the guests and issuing Keys t the room has also been my
responsibility for those working hours. The bigging of the work at the front
desk has been a bit hectic and confusing for me. The lack of
communication activities has generated management issues in my work
process. However, as I gained knowledge of the practical communication
possessed by the front desk, I have achieved more efficiency in the same. I
also leamt the effective utlisation of the hotels property. Lessons on guest
information reservation and updates have also been gained by me.
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Experiences/Tasks/Challenges/Lessons
(Front desk)

Shift
(Date/Time)

Student Signature

Hotel Mentor
Signature

My duty for the second week has also been at the front desk of the hotel.
Management of room reservations, addressing the requests of the guests
and ensuring a positive experience for the guests has been my duty for
these few days. Adherence to the standards of the organisation has been my
duty, by prioritising guests” satisfaction. The experience of these few weeks
has provided me with diverse practical experiences. The responsibility of
addressing the requests of the guests has provided me with the first-hand
experience of problem-solving.

Reflecting on my overall experience, it can be stated that significant
challenges were posed while working at the Marriott Hotel in Cardiff.

Date: 20.01.2024 to
27.02.2025

Time: Monday to
Tuesday 10-6 PM
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Challenges like, multiple-tasking and dealing with difficult customers, were
daunting for me. However, I leamed to prioritise my tasks accordingly to
remain calm while working under pressure and maintain a positivism in my
attitude. Leveraging effective communication and adaptability skills
boosted my confidence in navigating fast-paced and dynamic working

environments.
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Experiences/Tasks/Challenges/Lessons Shift Student Signature | Hotel Mentor
(Engineering) (Date/Time) Signature
Tworked i the housekeepiag engineering deparment of Cardii Mariott | Date: 03022025 4 y %\ﬂl
Hotel and had to follow a scheduled routine for maintaining tasks. The Monday &Tuesday { [g,

tasks include correcting HVAC systems, maintaining safety standards, and
doing small repairs. I had to troubleshoot and restore power as soon as
possible without causing any disturbance. The following condition helped
me to stay focused and calm under pressure. The positive experiences I got
to learn consisted of solving the problems of the guests and leaming from
expert engineers. I got valuable support from my colleagues and learned in
detail about technical skills and problem-solving. I enjoyed working with
my team as my team members always helped me whenever [ faced any
problem. I also experienced a sense of appreciation when I leamed to
‘manage to restore power correctly. Addressing unnecessary power outages
during any guest event was considered a significant challenge. Overall it
was a good experience and the tasks performed were unique enough.

Time: 9 am-5 pm
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