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In this reflective report, I will discuss the observation I made while following a supervisory position at Delta Hotel by Marriott situated at Bexleyheath across the departments. In this report, I employ Gibbs’ Reflective Cycle to explain the importance of acquired work-based skills, technical know-how, and personal growth in the context of hotel administration and provide insights into the identified challenges as well as recommendations for enhancing the guest service operations.
[bookmark: _Toc168267163]Section 1: Reflection on Experience and Personal Development
While shadowing a supervisory position at the Delta Hotels by Marriott, Bexleyheath for my practical learning, I realised how intrinsic work-based skills and technical knowledge are in mediating guests’ service expectations. Observing supervisors in the Reception and Food and Beverage departments, I could witness how they manage conflicts with guests and employees, being knowledgeable about the operations of a hotel and possessing excellent people skills. This is a good experience because supervisors had to make sure that they communicated tasks well to their team and that they were able to respond to guests’ complaints adequately.
In my work experience, I realised the role that personal and vocational development plays in the execution of these roles. My past industry experience gave me a basic insight and understanding of the hotel operations while the knowledge that I gained in the university backed up and supported my practical experience. These theories especially those dealing with communication and teamwork were not abstract as I got to witness first-hand how they are implemented in practice.
To draw the conclusion, I used Gibbs’ Reflective Cycle to evaluate my emotions and response throughout this process. At first, I was nervous of the new supervisory responsibilities that I had to undertake (Mind Tools, 2022). But as I began to integrate these skills in my learning process, I became more confident as well as realising how challenging hotel management is. The importance of constant training and flexibility in enhancing effective guest relations and in leading an efficient team was underlined by this experience.
[bookmark: _Toc168267164]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
When I shadowed a business of Delta Hotels by Marriott, Bexleyheath, I came to realise that work-based skills and technical know-how play a crucial role in the operation of the hotel administration. The most important skills that I noted are as follows: The receptionist plays a significant factor in the organisation and this is in the skills of communication (Bitner and Gremler, 2019). Managers had to be able to convey expectations to their subordinates and meet guest concerns and complaints effectively. For instance, during a peak time of check-in, the supervisor was able to calm down an angry client by listening attentively and proactively addressing their concerns; this best illustrates the importance of communication.
Education also came out as one of the important determinants, especially technical knowledge. It was important to get familiar with the hotel’s property management system (PMS) that would determine how the reservations were to be made or how the guests were to checked in or checked out (Hayes and Ninemeier, 2019). I saw how the supervisor used the PMS to monitor the rooms’ status, perform payments, and cater for guests’ needs, all in order to have a smooth operation. It also proved that this technical proficiency had a positive impact on both guests’ satisfaction and business effectiveness (Tussyadiah and Zach, 2017).
Teamwork was also another crucial factor as it was as important as all the other aspects. At the Food and Beverage section, I realised the practical aspect of the supervisor in managing the kitchen attendants and waitresses in fulfilling customers’ orders during the busy period (Buhalis and Leung, 2018). This coordination meant that there was also a need for coordination in terms of skills and abilities of the team members that are participating in that specific project, and this shows the significance of interpersonal skills and also the dynamics of the specific teams that are taking part in the project.
[bookmark: _Toc168267165]Section 3: Reflection on Organisational Issues
When working at Delta Hotels by Marriott, Bexleyheath, a challenge I faced was the poor communication between the Reception and the Housekeeping section. This issue often led to cases where the rooms were not set for the guests upon their arrival or during the peak check-in hours. Once, several guests had to wait for their room to be serviced, and this made them angry and post negative comments (Sigala, 2018). This scenario clearly demonstrated how structural problems within departments affected guests’ satisfaction and hotel functioning. 
Room availability also impacted the performance of the department by creating a backlog at the reception and also increased stress on the housekeeping personnel who had to be reminded to clean rooms faster (Pizam and Mansfeld, 2017). This also affected the guests’ experience as well as the employees’ motivation and productivity levels. 
 In order to solve this problem, I recommend that the Reception and Housekeeping departments should have a morning meeting to discuss the problems faced the previous day (Benckendorff, Moscardo, and Murphy, 2019). This solution is grounded in the actual requirements of effective and immediate cooperation and interaction. Since these meetings are short, both teams can discuss such things as the current status of rooms, emergency situations, and main priorities for the next hours, minutes and seconds. 
 In reference to Herzberg’s Two Factor Theory, it is seen that the communication and efficient provision of a structure for interaction can increase job performance satisfaction among the employees (Jones, Hillier, and Comfort, 2016). This theory postulates that things like the environment in which one works and the social relations are important in the employee satisfaction. 
Moreover, other technologies, for instance, the use of a digital table showing the status of various rooms, can be useful to both departments in real time. This makes the process very transparent and demystifies it, meaning that it eliminates so much time wastage which means it makes the guests happy (Kasavana and Brooks, 2017). In this way, the hotel can improve the level of cooperation and apply effective management, which will contribute to the increase of the efficiency and, as a result, the level of satisfaction of the guests.










[bookmark: _Toc168267166]Section 4: Future Action Plan
	Area for Improvement
	Action
	Goal
	Alignment with Personal and Vocational Development

	Enhancing Communication
	Participate in advanced communication workshops
	Improve clarity and effectiveness in interactions
	Strengthening communication skills to become a proficient hotel manager

	Improving Teamwork
	Engage in team-building activities and cross-departmental projects
	Foster stronger relationships and better coordination
	Effective teamwork supports smooth hotel operations and professional growth

	Task Management
	Utilise task management tools and prioritise tasks using the Eisenhower Matrix
	Increase efficiency and ensure timely completion of tasks
	Enhancing task management skills demonstrates leadership and organizational capabilities

	Personal Skills Development
	Attend time management and stress reduction seminars
	Improve personal resilience and efficiency
	Contributes to overall effectiveness and readiness for higher responsibility roles

	Enhancing Guest Services
	Implement regular feedback sessions with guests and staff
	Continuously improve service quality and guest satisfaction
	Excellence in guest services is essential for career progression in hospitality








[bookmark: _Toc168267167]Conclusion
Therefore, having shadowed the staff of Delta Hotels by Marriott, Bexleyheath, I gained a clear understanding of the operations that occur behind the scenes in a hotel. From the lessons learnt and through critical thinking, I have learned the need to communicate, collaborate and work as a team as well as technical competency in satisfying the guests’ expectations. In this context, I would like to acknowledge the ability of providing practical solutions to the organisational issues and help the continuous development of guest satisfaction and enhancing my professional level in the sphere of hospitality.
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