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[bookmark: _Toc166161724]Introduction
I will be using Gibb’s reflective model to reflect on my learning experience during my placement at Delta hotels by Marriott Waltham Abby, working in an administrative role as a front office manager.  Gibb’s reflective model according to Brown (2022) gives a way to learn better from experience. This model can be used to help individuals learn from their mistakes, make sense of the situations, analyse and reflect on their reactions to other situations. The front office is one of the key departments in hotels because it is the place that is usually the first for the guests to check-in upon arriving at a hotel and the feature that most guests have their last encounter with at the exit (Bardi, 2010). Through this function it works as a reservation desk, registration counter, key cards dispenser and a printer of the bill. The Front Desk person commences the engagement by providing the guest with a warm and sensibly fast greeting and follows it by ensuring that his/her stay is smooth and pleasurable.  This is key to creating a positive guest experience. By tactfully carrying on with multi-tasking, resultantly it will be a great contributor to the total customer satisfaction and image of the hotel (Vallen and Vallen, 2014).
[bookmark: _Toc166161725]Section 1: Reflection on Experience and Personal Development
Doing shadowing with a supervisor position in the front office of Delta Hotels by Marriott Waltham Abby was the best source of information about the internal workings of guest service management. It was truly an incredible experience that allowed me to see, through real life, how reservations are coordinated, checks-in are made, and guests are made satisfied (Wood, 2012). It was a great display of the importance of work-based skills and technical knowledge. Realising how managers successfully handled multiple tasks while keeping a cool head demonstrated the role of effective communication, task management, and teamwork (Komlósi, 2013). My personal and professional development such as previous industry relevant work and my journey through an academic institution highly impacted the way I viewed guest services. My previous roles taught me the basics while my internship turned the skills into real-world application (Hagg, 2013). Combining academic studies with practical experiences increased effective solutions finding abilities and adaptability. This approach included a deliberate process that allowed me to have a better understanding of the complexities that exist within this industry not forgetting the necessity of continuous learning and improvement to be remarkable, build guest loyalty and maintain the hotel’s reputation.
[bookmark: _Toc166161726]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
The front-line office department relies mostly on talent and technical knowledge in place of other work-based skills, which are all equally important in running the hotel administration (Johnston et al., 2012). During my shadowing at Delta Hotels by Marriott Waltham Abby, I realized the importance of these skills from close contact with peers and workers. Work-based skills such as communication, multitasking and problem-solving were vital for dealing with guests’ inquiries, the check-in processes, and issues resolution. Knowledge of reservations, check-ins, and accounting of guests provided easy running of operations and made them error-free (Rughubalan, 2009). For instance, it was easy for supervisors to use the hotels reservation systems hence they managed room allocations effectively for satisfying guests’ preferences. Furthermore, having the technical skills for an electronic key system resulted in fast check-ins, which made guests happy (Shin et al., 2019).
[bookmark: _Toc166161727]Section 3: Reflection on Organisational Issues
The shadowing experience at Delta Hotels by Marriott Waltham Abby provided deeper understanding into how to offer productive guest services and to increase operational efficiency and effectiveness. One of the outstandings cases I met was the overflow of guests at the same time with the reservation system. The issue affected the department seriously by the ineffectiveness of the team, poor customer service, and the failure of the operations. The huge rush of guests due to the booking system's failure caused confusion in the guest check-in processes and they found themselves in queues for a long time which was the source of the guest discontent. In addition, difficulty to access reservation information in a timely manner prevented the front desk staff from allocating rooms properly, which could lead to guest dissatisfaction and possible errors in room allocation.
 One possible solution for resolving this problem could be putting backup procedures in place when manual check-ins go wrong due to technical failures, performing regular system maintenance checks to avoid glitches in future, and providing employees with training to overcome obstacles like these. Applying the service profit chain approach among the operational aspects is an integral tool that will help in tackling problems that might obstruct the guests from being satisfied and loyal to the company. Furthermore, adopting service recovery theory principles may be the best answer in proactive handling of customer complaints and thus avoiding negative influence on guests' experiences. By implementing these remedies with reference to applicable theories, the department can increase its resilience toward technical challenges, improve guest service delivery, and still run the operations efficiently even during situations that are unexpected (Fallon and Rutherford, 2010).
[bookmark: _Toc166161728]Section 4: Future Action Plan
To improve my work-based skills, I will enhance my communication skills by doing regular communication practices and giving members regular feedback (Hafford-Letchfield and Bourn, 2011). Furthermore, I need to improve my multitasking skills through involvement in cross-training programmes. I will also improve my problem-solving skills through scenario-based training tasks. From a technical perspective, I will participate in relevant workshops and online courses to stay up to date with the latest reservation and billing systems. In addition to that, I will look for mentorship from experienced friends in the field to gain knowledge and maintain my skills through the constant use of software tools.
Communication and teamwork will need to be enhanced in the hotel. This will be promoted by using the open channels as well as collaboration sessions (Braimah, 2016). Additionally, guest services will be improved by establishing a feedback loop that is continuous with the guests, personalised service experiences that are based on preferences and feedback, and regular participation in guest service training programmes. The core of this well-structured action plan is in line with personal and vocational development through continuous improvement, which in the end helps achieve goals in the hospitality industry and makes sure that guests receive outstanding experiences for long-term success. 
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Reflection on my learning experience at the Delta Hotels by Marriott Waltham Abby using the Gibb’s reflective model has demonstrated the key information about an enhancement of my work- based skills, technical knowledge, and the ability to cope with challenges of a guest service standard. The shadowing process confirmed that the attributes of effective communication, collaboration and problem-solving were the most significant in hotel administration field. Personal and job advancement, along with practical workshop, have revealed my career objectives in front office department with the lesson that looking for a way to improve is a requirement for long-term achievements.
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