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Introduction
My ten-week internship experience at the Marriott Hotel Newcastle was a priceless experience as I was able to immerse myself in the Front Office of the hotel where leadership, communication, and professionalism were all that make the services adequate. I was under the supervision of Ralph, Mason, and Lewis and was able to witness and experience the supervisory tasks in terms of guest service provision, staff coordination, and problem-solving. This placement allowed me to use theoretical learning information provided in the modules of Management and Organisational Behaviour and Personal Resourcing and Development into real workplace situations, which allowed me to critically reflect on how leadership practices could affect the efficiency of the team and professional development.
This learning log uses the Gibbs Reflective Cycle to review my experiences using the framework of the reflective cycle: Description, Feelings, Evaluation, Analysis, Conclusion and the Action Plan. The argument critically reviews how I gained awareness of leadership, ability to work in a team, and professional resilience in the dynamic service culture in Marriott.
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The Front Office department in Marriott Hotel Newcastle is a functional base in dealing with the guests in the hotel, this includes check-ins, complaints, reservations and concierge services. In my placement, I was shadowing Ralph, who is the Duty Manager, and supervising the daily operation, and assisting Mason and Lewis, the leaders of the cross-departmental communication and reception teams.
The experience of dealing with a sudden shortage of staff during a peak season was one thing. Two of the receptionists were on sick leave and I was requested to help with handling the arrivals of the guests. I assigned minor duties under the supervision of Ralph e.g. pre-arrival document preparation yet retained front desk service. This situation challenged leadership coordination in a pressurized situation, decision-making and composure of emotions. Internal communication had also been found lacking during the event: morning staff had not been informed of late check-ins by the night audit team, and ended up assigning overlapping rooms. 
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At first, I was nervous because it was my duty to handle the front desk at the busiest time partially. I was afraid of committing mistakes that would influence the satisfaction of guests. But it was reassuring to see Ralph so collected in his manner. His leadership approach was democratic and empathetic at the same time- he was a good listener, he delegated well and he kept the morale in a tense situation. This was a lesson that lowered my indecisiveness and strengthened my self efficacy.
The more responsibility I got, the more motivated and appreciated I felt, and it made me feel what Zulkosky, K., (2009) refers to as self-efficacy reinforcement, confidence through the performance of a task. However, sometimes there were instances of self-doubt, especially when I was organizing with the housekeeping or when the guests were complaining on delays. 
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The position presented a lot of good opportunities that not only spurred professional growth but also development as a leader. I noted the reflection of the corporate culture of Marriott that promoted transformational leadership, empowerment, and accountability at every level of the personnel (Buil et al., 2019). Ralph exhibited an inclusive form of leadership as he allowed everyone to be involved in the process, and Mason was strict on direction, hence showing a balanced management environment.
Nevertheless, there were certain difficulties. As an illustration, the process of information sharing across shifts was sometimes irregular, hence operational delays. At the same time when leadership was keeping calm, there was also a little cross-shift communication that emphasized the importance of better communication systems. Despite its success in service delivery, Assefa, (2024) observes that service delivery is usually compromised by poor internal communication in even high-performing hotels.
It was also during the experience that I found that leadership is not a managerial position but rather behavioural. One of the instances where I used situational leadership was my initiative to reorganise the check-in list and liaise with housekeeping (Del Pino-Marchito et al., 2025). In this, I got to know that leadership entails proactive involvement, flexibility, and influence irrespective of the position of authority.
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This experience confirmed theoretical learnings of the Management and Organisational Behaviour module. The case demonstrated the applicability of the Situational Leadership Theory developed by Hersey and Blanchard, according to which a leader should change his or her style depending on the maturity of his or her followers and the complexity of the tasks (Del Pino-Marchito, A et al., 2025). The flexible nature of leadership, according to which Ralph delegated and supported employees, increased to performance of the team, which is consistent with the studies by  İlgen, (2021) who discovered that adaptive leadership caused motivation and staff burnout in hotels.
Transformational Leadership Model in which idealised influence and individualised consideration are involved is also applicable to leadership at Marriott (Bass, B., 2015). The positive reactions that Ralph gave to my input motivated and appreciated my input, just as Buil et al., (2019) noted that transformational behaviours enhance employee empowerment and retention.
Regarding professional development, the placement supported the principle of experiential learning, i.e., knowledge built with the help of active participation and reflection. Feedback loops were reinforced each day, which increased competence, communication, and problem-solving. Besides, Tews et al., (2013) emphasize that practical learning in hospitality enhances professional maturity faster since the theories are associated with unpredictable variables, which occur in the real world. Managers engaged employees as partners, not bosses, which has led to psychological safety that promoted initiative. This climate allowed me to be confident in my decision to suggest operational changes, like reallocating arrival times, decreasing front-desk traffic, an idea that was later adopted.
Professionalism was another major learning area. The brand values of Marriott, respect, integrity, and service excellence, are a reflection with regard to organisational culture as a sustaining factor of competitive advantage. These values demanded consistency, emotional restraint, and ethical judgment, which are abilities needed in the advancement of leadership. Lastly, the incident demonstrated the importance of reflection as a professional tool. I was able to transform experience into understanding through my daily assessment of what I was getting right and what I was not. 
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Looking back on my time at Marriott Hotel Newcastle, I can say that I have gained a great deal of personal and professional experience, especially the leadership awareness, confidence, and adaptability. My level of insight in transforming the principles of transformational and situational leadership into real management behavior was achieved. The behaviour of the three men, Ralph, Mason and Lewis helped me internalise various leadership behaviours which showed that effective leadership is a balance between emotional intelligence, communication and focus on the task.
It also helped me to become a calm person in a pressure situation, delegate, and motivate others, which are essential abilities in any future position of supervising people. The location confirmed applicability of theories of Management and Organisational Behaviour and Personal Resourcing and Development in connecting what is taught in the classroom with what happens in the operational reality. 
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Action Plan
1. Learn Structured Communication Skills:
I will take an advanced course or workshop in hospitality communications to fine-tune assertive yet empathetic dialogue techniques. Improved communication would avoid miscoordination, as partly witnessed during my placement (Assefa, E.S., 2024).
2. Leadership Competence through Training:
To enhance situational adaptability, I will complete Marriott’s Leadership Foundations Program or an equivalent certified training course. The reasoning for this is in line with Testa and Sipe’s (2012) arguments that leadership competency evolves through structured mentorship and experiential exposure.
3. Continue Reflective Practice:
During future practice, I would plan to keep a reflective journal on a weekly basis, exploring decisions made and feedback received as a means to further embed experiential learning. This will also underpin continuous professional development and emotional resilience (Baruah, B et al., 2017).
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