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Section 1: Reflection on Experience and Personal Development

Engaging in shadowing within the Meetings and Events department at Delta Hotel by Marriott has been a transformative experience, prompting a deep reflection on my personal and vocational development. This reflective process will draw on the Kolb's Experiential Learning Cycle (Kolb, 1984) and the Gibbs Reflective Cycle (Gibbs, 1988) to systematically analyze and extract insights from the experience.

1. Concrete Experience: Shadowing in Meetings and Events

The concrete experience of shadowing a supervisory position allowed me to immerse myself in the day-to-day operations of the Meetings and Events department. Witnessing the coordination required for successful events and the dynamic nature of guest services provided a first-hand understanding of the work-based skills and technical knowledge essential in this sector.

2. Reflective Observation: Understanding Team Dynamics and Task Management

Reflecting on the experience through the lens of Kolb's cycle, I observed the significance of teamwork and communication. Working closely with Michael and Xenon revealed the intricate dynamics of team collaboration. The Gibbs Reflective Cycle, at this stage, prompts me to consider the impact of effective communication and how it influences task management (Gibbs, 1988).

3. Abstract Conceptualization: Bridging Theory and Practice

Connecting the experience to my academic journey and past industry exposure, I realized the importance of bridging theoretical concepts with practical application. This aligns with Kolb's emphasis on abstract conceptualization as an integral part of the learning cycle (Kolb, 1984). Academic knowledge became a practical tool, enriching my understanding of guest service operations.

4. Active Experimentation: Application of Learning

In the spirit of Kolb's cycle, active experimentation involves applying newfound knowledge. During my placement, task management emerged as a critical skill. Applying principles from the Gibbs Reflective Cycle, I experimented with different approaches to task prioritization and last-minute changes, evaluating their effectiveness in meeting guest service expectations (Gibbs, 1988).

5. Further Concrete Experience: Integrating Past and Present Learning

Returning for the second week, I transitioned to the Front Office department, where my previous experiences converged with fresh challenges. This stage, as per Kolb's cycle, represents a new concrete experience building upon the lessons learned from the first week (Kolb, 1984).

6. Continued Reflection: Enhancing Communication and Teamwork Skills

Applying the Gibbs Reflective Cycle, I reflected on the continued development of my communication and teamwork skills during my time with Krishna, the Assistant Front Office Manager. The iterative nature of the cycle prompted me to reassess and refine my approach to guest services and interpersonal interactions (Gibbs, 1988).


Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

In meeting guest service expectations within the hospitality sector, the significance of work-based skills and technical knowledge cannot be overstated. A critical analysis of these elements, as observed during the shadowing experience at Delta Hotel by Marriott, unveils their crucial role in maintaining high standards of guest service.

Work-based Skills:

Effective communication emerged as a cornerstone work-based skill during the shadowing experience. Clear and concise communication among team members, as witnessed in the Meetings and Events department, was pivotal for orchestrating successful events. The ability to convey information efficiently ensured that tasks were executed accurately and in alignment with guest preferences. This skill became particularly evident during last-minute adjustments, where swift communication was essential to maintain seamless operations.

Teamwork, another fundamental work-based skill, played a central role in achieving guest service excellence. Collaborative efforts were observed in the meticulous coordination between supervisors, staff, and technical teams. For instance, during event setups, the synergy between the event manager, C&B supervisor, and technical personnel showcased how collective efforts contributed to a positive and well-executed guest experience.

Technical Knowledge:

The shadowing experience highlighted the critical role of technical knowledge in meeting guest service expectations. Understanding the intricacies of the EPOS system, used in the Front Office department for payments, and the Opera system, employed in Housekeeping for guest check-ins and room maintenance, were essential technical skills. Mastery of these systems ensured efficient service delivery, enhancing the overall guest experience.

In summary, the critical analysis underscores that work-based skills such as communication and teamwork, coupled with technical knowledge, are indispensable in meeting and exceeding guest service expectations. 


Section 3: Reflection on Organisational Issues

Reflecting on the overall experience at Delta Hotel by Marriott, one situation stands out in terms of its impact on guest service and departmental performance. The situation involved a last-minute room temperature issue during an event, showcasing how organizational issues can significantly affect guest satisfaction and overall operations.

The room temperature concern not only affected the comfort of the guests but also posed a challenge to the smooth flow of the event. The impact on the department's performance was noticeable, with staff having to divert attention from their designated tasks to address the issue. This deviation from planned activities affected the overall efficiency of the department, potentially influencing the guest's perception of the event.

Impact on Guest Service:
The room temperature issue directly impacted guest service by creating discomfort among attendees. Such inconveniences can tarnish the overall guest experience, as individuals may associate the discomfort with the hotel's ability to provide a seamless and enjoyable event. This situation highlights the interconnectedness of operational issues and guest satisfaction.

Suggested Solutions and Relevant Theories:
To address such issues, implementing Total Quality Management (TQM) principles can be beneficial. TQM emphasizes continuous improvement and employee involvement (Oakland, 2014). Encouraging proactive problem-solving among staff and conducting regular maintenance checks on event equipment can prevent last-minute technical glitches, enhancing overall departmental performance.

Additionally, adopting the Service Profit Chain model (Heskett et al., 1994) can guide efforts in improving guest service. By recognizing the interconnectedness of employee satisfaction, customer loyalty, and profitability, the hotel can prioritize employee training and equipment maintenance, thereby positively impacting both guest satisfaction and overall departmental efficiency.
Section 4: Future Action Plan

Based on the rich experience gained in guest service operations at Delta Hotel by Marriott, my future action plan focuses on continuous improvement in work-based skills and technical knowledge. Identifying key areas for enhancement, such as communication, teamwork, task management, personal skills, and guest services, will be instrumental in contributing to my personal and vocational development.

Areas for Improvement:
1. Communication Skills: Enhance verbal and written communication to ensure clarity and effectiveness in conveying information.
2. Teamwork: Foster a collaborative mindset through active participation in team activities and initiatives.
3. Task Management: Develop efficient task prioritization and time management strategies to handle dynamic work environments.
4. Personal Skills: Strengthen adaptability and resilience to navigate unforeseen challenges with a positive mindset.
5. Guest Services: Deepen understanding of guest expectations and service standards, ensuring a personalized and exceptional experience.

Specific Steps and Strategies:
1. Communication Enhancement: Enrol in communication workshops or courses to refine both verbal and written communication skills. Seek feedback from supervisors and colleagues for continuous improvement.
2. Teamwork Development: Actively engage in team-building activities, workshops, or seminars. Volunteer for collaborative projects to strengthen interpersonal relationships.
3. Task Management Strategies: Implement time-blocking techniques and utilize task management tools to organize and prioritize responsibilities effectively.
4. Personal Skills Development: Engage in mindfulness practices to enhance resilience. Attend personal development workshops to foster a growth mindset.
5. Guest Services Mastery: Regularly attend training sessions on guest service excellence. Request mentorship from experienced colleagues to gain insights into anticipating and exceeding guest expectations.

This action plan aligns with my personal and vocational development goals by ensuring a holistic enhancement of skills crucial for success in the guest service industry. 

Conclusion:

In conclusion, the shadowing experience at Delta Hotel by Marriott has been instrumental in shaping my understanding of work-based skills, technical knowledge, and guest service standards. The multifaceted nature of the experience underscored the importance of continuous learning and improvement. This learning log has served as a valuable reflective tool, providing insights into personal and vocational development, thereby laying the foundation for future career aspirations within the dynamic and rewarding hotel guest service industry. The journey has not only enriched my knowledge but has also instilled a deep appreciation for the intricacies of guest service operations.
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