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What did you learn? What did you do? What were the main Ideas?
As part of the requirements of the course, I was posted at Marriott hotel for my industrial attachment, and I was posted in different sections within the hotel to get acquainted with the activities of the industry. The first one was working as the administrator where I was expected to oversee all aspects of hotel operations, including human resources, guest services, facilities maintenance, finance, and accounting (Baker, et al., 1994). Basic responsibilities of front office  can handle creating guest database ,Handling guest accounts ,Coordinating guest service , Trying to sell service, Ensuring guests satisfaction, Handling in – house communication .I leant that some of the duties I was expected to expedite include reception and registration of clients ensuring that I capture their factual identification details, monitoring that the requirements of the guests are met and within good time, communication and liaise with the various hotel staff of the arrival of guests and whatever that they might be requiring. I was actively involved in receiving phone calls and even confirming all bookings done by email, and through the website of the hotel and registering the room bookings in the system to ensure that rooms are not booked twice, and those making bookings through the website of the company can be able to choose on the rooms that are not occupied. I learnt that confirming a booking for a client is important, and more especially when done through a voice call. I was so nervous on the first day.  
The main idea I learnt is that in small hotels we can have one administrator; however, in big hotels we may have several administrators with segregated duties, and the number depends on the season. Since I was a placement and we had four administrators, I was allowed to acquaint self with the activities of each of the personnel, and sometime the employees taking a back seat and allowing me work under their instructions to sharpen administrative skills.  Some days good experiences, some days bad experience . the staff receives the guests, handle their request, and strike the first impression about the hotel into their minds.  

What did you understand best? How does this relate to what you already learned in Class?
An administrator must be sociable, can manage and resist stress, have excellent organizational skills and be self-disciplined (Baker, et al., 1994). This relates to what I have leant in class in that I had a chance of interacting with a few people both internal and external, who come in with different attitudes, and one must manage their attitude to serve all of them, even if some of them might be irritating. I also learnt in class that the reception desk where the administrator sits has a few activities which are to be done by different departments and I must be good at communication skills as well as organizational skills. Thirdly the activities involve several temptations, and it is important that one is self-disciplined to handle work with the ethics deserved. I learn how to give great customer service: Method L.A.S.T listen, to their problem apologize solve their problem and thank them.
Another issue that I have learnt is that one must be good in communication skills and knowledge of other languages is an added advantage as the hotel is visited by several nationals and clients feel good when addressed by their name and language (Jayawardena et al., 2013).      
What Questions do you still have about what you learned? How would you find more information (resources)?
According to Tewari (2009), the front office department is the face as well as the voice of a hotel that is supposed to offer services such as reservations, reception, bill settlement, room allocation and registration of the arrival clients. At Marriott hotel I realized that that all these functions are performed by the hotel administrators, is there a difference between an administrator and front office staff. The second issue is that in big hotels, for instance Marriott Hotel, there is a desk for handling forex, that is for those who may want to access local currency or when leaving they would like to have only their local currency. In the hotel I was an intern in, they subcontracted someone to do it, and allocated the service a counter. My concern is how effective this is, since this desk should leave a lasting impression on the customer, what if the person in-charge is not up to that task, what is expected of the head of the hotel administration.
Another issue that I learnt that was rather unfortunate is that technology sometimes can embarrass and inconvenience clients (Ansah et al., 2012). A couple was checking out and they were using a credit card to pay, and the network of the bank failed, it took the intervention of the head of the administration team to call the bank, ascertain there was network issues, and the client was allowed to write a cheque for the hotel. With this I learnt that as an administrator it is important to be in touch with everyone so that incases of issues like that one you stand a better chance of making the right decision.    


Reflection: Describe the learning process or environment. Briefly summarize key concepts, terms or ideas. Describe how you felt about the activity.
The Marriott hotel offered a challenging and good learning environment, as it is a busy facility with all manner client and internal queries. The desk also poses a group of experienced employees whose main responsibilities include receiving guests, handling their requests and strike a positive and lasting impression in the minds of the clientele they are helping co collages as well, they have good team. Busy hotel but still chance learnt so many things, which is main thing environment, employees are very helpful they always give me chance write notes its helps so much, The administrator’s desk acts as the link between the business and the clientele (Bardi, 2021). Learning is hands on under the guidance of well experienced employees, who expose a trainee to different hard situations, wait for the intern to come up with a decision before they chip in and help, often explaining their actions with justifications and even explaining where the scenarios have been experimented. 
I also learnt that the hotel administrator is responsible for the reception of guests as well as internal communications within an organization, and in some organizations, it is called front office service (Stache, et al., 2021). At no point did the employees take advantage of me, but allowed me to engage in as much as possible to grasp the events they do with ease day in day out. I realized that at some point I was committing errors of omissions and at first I did not have confidence in myself, but with the warm helping hand of the employees of the hotel, I grasped what was supposed to be done, and with time errors of omission became very few.  
On the issue of feelings at first I felt nervous due to a new working environment, meeting up with people at a work environment for the first time,      and the fear of committing mistakes. However, with supportive employees, they let me watch for couples days on how they worked, then the third day you are introduced to light duties, then after a week they take a back seat and watch as you handle issues on your own, at the time I was completing the internship I felt part of the team and really do appreciate the importance of team work and mentorship.  
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