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              Front desk staff of a hotel are the ambassadors of hospitality, serving as the primary point of contact for guests. They are the welcoming and accommodating faces that create a lasting first impression. From check-in to check-out, front desk staff provide personalized assistance, ensuring that guests' needs are met, and their expectations exceeded (Rutherford & O'Fallon,2006).
During my internship at Delta Hotel by Marriott in Waltham Abbey, I had the opportunity to work at the front desk. This experience allowed me to gain practical knowledge in handling guest interactions, managing check-ins and check-outs, using Opera program, and addressing guest concerns (www.betterteam.com).  In this journal, I will reflect on my observations regarding the staff's attitude towards me, the level of communication within the team, and their interactions with guests, also one important issue that I noticed was the frustration among guests regarding the payment for parking, which often led to delays and dissatisfaction. I will explore the challenges associated with parking payments and propose potential improvements to enhance guest satisfaction and streamline the payment process.

Staff Attitude:
Upon joining the front desk team, I experienced a mixed perception from the staff. While some members were welcoming and created a positive atmosphere, there were instances where I felt additional. Some staff members seemed unenthusiastic about explaining different tasks or providing guidance. This occasionally made it challenging for me to fully engage and learn. As an internship I was expecting to be more welcome because this is the beginning of my career and has an important role in my psychology. 


Communication Among Team Members:
I noticed a lack of effective communication between the front desk staff and other team members of the hotel. It felt as though there was a distance or disconnect between the departments. Communication in between front desk and other departments is an important factor in creating a good and personalised customer experience. Also, could have resulted in missed opportunities for collaboration and a less cohesive work environment according to Shixuan F.A.B. et. al (2020). 

Interaction with Guests:
On a positive note, the front desk staff at Delta Marriott excelled in their interactions with guests. They consistently demonstrated professionalism and provided excellent service. The staff members strictly adhered to the provided uniform, which contributed to the overall image of the hotel (Zippia, 2022). Their respectful and courteous approach towards guests created a welcoming environment and fostered guest satisfaction.

Improvement Suggestions:
Encouraging a Welcoming Atmosphere for Interns:
To improve the experience for interns, it would be beneficial for the staff to foster a more inclusive and supportive environment. Encouraging team members to actively engage with interns, providing guidance, and taking the time to explain tasks can enhance the learning experience and help interns feel valued as part of the team (Haag,2013). 
Promoting Interdepartmental Communication:
Efforts should be made to bridge the communication gap between the front desk staff and other departments within the hotel. According with CIPD www.CIPD.org, (2022) implementing regular meetings, establishing open lines of communication, and encouraging collaboration can lead to a more cohesive and efficient work environment. This will ultimately benefit both the staff and the guests. 

Maintaining the High Standard of Guest Service:
Continuing to prioritize guest satisfaction and delivering exceptional service should remain a priority for the front desk staff. Regular training sessions and refresher courses can help reinforce the importance of professionalism, effective communication, and personalized guest interactions (Wood & O’Mahony, 2013).

Understanding the parking problem:
Upon observing guest interactions at the front desk, it became evident that the payment process for parking was causing frustration. Guests often expressed their annoyance with the additional charge. This negatively impacted their overall experience, as they perceived it as an inconvenience and time-consuming (www.tripadvisor.co.uk). 

Applying a Service Quality Model – SERVQUAL (Sanjay & Garima, 2004):
a) Tangibles: The physical aspects of the parking payment process, such as the availability of payment machines, their condition, and their accessibility, should be evaluated. Ensuring that these tangibles are well-maintained and easily accessible can contribute to a positive guest experience.
b) Reliability: Guests expect the parking payment process to be reliable and efficient. The system should be consistently available, without any technical glitches or delays. Any inconsistencies or breakdowns in the process should be addressed promptly to maintain guest trust (Kobiruzzaman, 2020). 
c) Responsiveness: Promptly addressing guest concerns and providing clear information about the parking payment process is crucial. During the busy check-in time at this hotel, they are available just 2 receptionists, most of the time they are not enough, and the guest are creating a big queue, on top of that the frustration of the parking payment and the fact that they require clear explanations regarding this is making more sensible the job of the receptionist finding themselves powerless. 
d) Assurance: Guests should feel confident in the parking payment process and trust that their personal and financial information is handled securely. Clearly communicating the security measures in place, such as encryption and data protection, can help alleviate any concerns (www.gov.uk, 2018).  For sure this hotel meets all the criteria for data protection but not about the cars from the parking lot, in May 2023 eight cars has been damaged or opened during the night and the hotel does not taking any responsibility, in this condition they should have an insurance policy that also covers the cars and the goods left in the car. If they still decide to charge for the parking, they should consider at least an insurance. 
e) Empathy: Front desk staff should exhibit empathy towards guests' frustrations regarding the parking payment process. Demonstrating understanding and offering personalized assistance can help create a positive emotional connection with guests and enhance their overall experience (Brown, 2008).  Most of the time the receptionist is giving a small compensation for the guests, this includes a free drink at the hotels bar.

Proposed Improvements:
Based on the SERVQUAL analysis, the following improvements can be considered to enhance guest satisfaction:
a) Streamline the Process: Evaluate the current payment process and identify opportunities for streamlining. This could involve upgrading payment machines. But, taking in consideration that Marriott is an expensive brand, and the guests are paying a considerable amount for the services (Steinberg, 2021) they should have, free parking.  
b) Enhance Communication: Clearly communicate the parking payment process to guests during check-in, providing detailed instructions and highlighting any potential delays or requirements. Display signage in visible areas to guide guests and minimize confusion. The tablets used to register the car they require a code to be used and so every time someone from reception should quickly be responsive to this. 
c) Staff Training: Provide comprehensive training to front desk staff on the parking payment process, ensuring they are knowledgeable and equipped to address guest queries efficiently. Additionally, train staff on conflict resolution techniques to handle guest frustrations empathetically (Feiertag, 2019). 
d) Proactive Problem-Solving: Identify common issues or complaints related to parking payments and develop proactive strategies to address them. This could involve establishing a dedicated support channel, such as a hotline or email, where guests can seek assistance or report any payment-related concerns.
e) Feedback Collection: Regularly collect guest feedback regarding the parking payment process through surveys or comment cards.

My Experience at Delta Marriott Hotel it was highly important. Here are some reasons why; also, according to Sihombing,2021: 
-Practical Experience: Internships provide students with valuable hands-on experience in a real-world hospitality setting. 
-Industry Exposure: Internships expose students to the inner workings of the hospitality industry.
-Networking Opportunities: Building relationships with industry experts and mentors can open doors to future job opportunities.
-Skill Development: Internships offer students the chance to enhance their skill set and develop industry-specific competencies.
-Resume Building: Having internship experience on a resume is crucial for students pursuing careers in hospitality.

Conclusion
While my experience at the front desk of Delta Marriott Hotel had its ups and downs, I gained valuable insights into guest service and hotel operations. The welcoming atmosphere created by some staff members and the staff's dedication to serving guests were notable highlights. However, there is room for improvement in terms of creating a more inclusive environment for interns and fostering better communication between the front desk staff and other departments. Moving forward, I will use these observations to shape my own approach to guest service and collaboration in the hospitality industry. Overall, internship placements play a vital role in my professional development. Students who take advantage of internships often have a competitive edge when entering the job market and are better prepared to contribute effectively to the hospitality sector (Haag, 2013). Improving the payment process for parking at Delta Hotel Marriott in Waltham Abbey is also crucial to enhance guest satisfaction and streamline operations at the front desk this can be possible by applying the SERVQUAL model.
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