Surname 1
Student Name: Cristina Elena Draghici
Student Number:2018557
Professor’s Name: Rodrigo Fernandes Aguilera 
Course Name: Managing Hotel Administration (BMIH6004)
Date: 11/06/2023

[bookmark: _Hlk135903821]LEARNING LOG FOR FRONT OFFICE

Introduction
[bookmark: _Hlk135902910]As part of my internship program, I was given the possibility to get practical experience working in the front office of the Marriott Hotel in Cardiff. This gave me the hazard to examine more significance about the hospitality enterprise. This learning log aims to reflect on my placement experience, analyse operational problems' effects, and advise work-based strategies to address such challenges. Through the use of exceptional models of reflection, notably Kolb and Schon, I will show both my comprehension of the placement experience and my ability to apply what I learned.
Operational Issue
During my stay at the Marriott Hotel in Cardiff, I noticed that the check-in procedure exhibited considerable inefficiency, which emerged as one of the significant operational problems I encountered throughout my experience. What became evident was the unfortunate reality that guests were frequently subjected to extensive wait periods, leaving them frustrated, dissatisfied, and highly likely to express their discontent through unfavourable evaluations. As a direct consequence of this glaring issue, the hotel's esteemed reputation, as well as the overall experiences of its guests, suffered a significant blow, leading to a noticeable decline in customer satisfaction and a tarnished perception of the hotel's service quality.
Reflection Using Kolb's Experiential Learning Cycle
Kolb's model of reflection, which comprises four essential steps to facilitate a comprehensive learning process, begins with engaging in a concrete experience, followed by engaging in reflective observation, then transitioning to abstract conceptualisation, and finally culminating in active experimentation to apply newfound knowledge and insights gained from the deliberative process to practical situations or future experiences. (Secheresse et al., 338).
Concrete Experience. My observations indicated that clients were routinely waiting at the front desk due to several problems, including a workforce shortage, a lack of coordination between departments, and technical faults in the check-in system (Zisan et al., 9). My observations showed that this occurred regularly.
Reflective Observation. Because of this trouble, the guests visiting were uncomfortable, and the employees running in the front workplace were under additional strain (Choi 222). Because of the delays, there was an extra quantity of work, and the team became annoyed.
Abstract Conceptualisation. To find a solution to this problem, I investigated the underlying reasons. In the immediate vicinity, the hotel needed to ensure enough personnel was running at the busiest check-in hours. Second, for the technique to be streamlined, there had to be an improvement in conversation and coordination between the numerous departments (Newnham and Christopher 170). An urgent motion was required to react to technical issues to reduce the range of interruptions.
Active Experimentation
Following is a list of potential remedies that I suggested based on my research:
Optimising Staffing. The front office should examine historical data and determine peak check-in hours to optimise staffing (Mnyakin 20). Adequate personnel tiers must be maintained in those instances to lessen visitors' wait time and provide a high-quality service.
Coordination between Departments. It is crucial to have regular meetings and available strains of communication among the front desk and different departments, along with housekeeping responsibilities and reservations, to facilitate effective coordination (Chan 1650). This will make it possible to coordinate and share records extra effectively so that you can reduce delays and errors.
Upgrades to Technology. The check-in system must be continually maintained and updated to eliminate potential technological errors (Tavitiyaman et al., 80). In addition, training sessions need to be carried out to guarantee that front office personnel are skilled in using the system and can deal with any complications that may crop up.
Reflection Using Schon's Reflective Practice
The crucial emphasis of Schon's concept lies in the practitioner's ability to actively engage in a reflective examination of their movements and actively participate in an ongoing and iterative manner of non-stop getting to know and improvement.
Reflection-In-Action. During the check in procedure, I have become aware of the inefficiencies and delays that have been taking place. As soon as the problem was brought to my attention, I noticed the urgent need for greater coordination and extended employee ranges (Johnson et al., 300).
Reflection-On-Action. Following the end of the shift, I paused to think about the check-in procedure and to examine many alternative ways and potential solutions (Fisher et al., 91). Because of this contemplation, I determined the fundamental factors that led to the problem and suggested doable remedies to eliminate it in the future.
Application of Solutions
To apply the proposed solutions within the workplace, the following considerations need to be considered:
Feasibility. Given the hotel's resources and limitations, the answers should be reasonable and possible (You and Hongxing 112466). This includes figuring out if there is enough staff during busy times and how the check-in system works technically.
Effectiveness. The solutions should be monitored and evaluated regularly to see how well they work to speed up the check-in process and make guests happier (Nirmala 90).
Manageability: Clear instructions and thorough training should ensure the front office staff and other areas can adopt and use the offered solutions without any problems (Rosli et al., 90).
Cost-effectiveness. The alternatives' cost-effectiveness has to be examined (Wang et al., 757). The viable advantages and effects on consumer happiness are worth more than the costs of putting the solutions in place and retaining them going forward.
Feasibility Assessment
Putting these suggestions into action inside the Marriott Hotel Cardiff's working environment will be easy. The hotel already owns the required infrastructure to provide self-check-in kiosks and mobile check-in choices so that these features may be implemented immediately. Hiring more employees to work during peak hours is reasonable, and using digital document management systems aligns with the general trend toward digitisation in the sector. It is possible to put up training programs to improve the abilities and knowledge of the front office workers.
Effectiveness Evaluation
These solutions have the potential to dramatically cut down on the amount of time that guests have to wait, increase customer happiness, and boost the hotel's image. The customers are offered ease and flexibility via self-check-in kiosks and mobile check-in alternatives, and extra personnel ensures timely service. Documentation that has been streamlined has less paperwork, which allows for speedier processing. Employees can conduct check-in processes successfully via training.
Manageability Assessment
With enough coordination and communication among the front office staff, the offered solutions are workable within the workplace context. Clear guidelines and standard operating procedures should be defined to guarantee a seamless introduction and continued administration of the revised check-in process.
Cost-Effectiveness Analysis
Although there is a possibility that putting into action the suggested solutions may entail an initial financial outlay, the long-term advantages will more than compensate for those expenditures. An increase in the level of happiness guests feel results in increased occupancy rates, more reservations, and good word-of-mouth, all of which contribute to the rise in the hotel's income.
Conclusion
The report analysed the operational problem of inefficiencies in the check-in process at the Marriott Hotel Cardiff by using reflection models such as Kolb and Schon. The check-in process may be improved by suggesting rational work-based solutions, such as optimising personnel, coordinating efforts across departments, and upgrading technology. This will bring about improved ranges of guest pleasure and benefit the hotel’s popularity. To guarantee the successful deployment of these solutions in the workplace, it is vital to consider their practicability, efficiency, and capacity to be managed, as well as their cost-effectiveness. It will be required to conduct continuous monitoring and assessment to expand and modify the solutions as appropriate to guarantee continuous improvement inside the front office operations.
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