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[bookmark: _Toc213312194]Introduction
I was an intern at the Front Desk Reception department of the Marriott Bonvoy group and Delta Hotels in Birmingham during the course of my ten weeks of placement. The hotel is located close to the city centre of Birmingham and receives both business and leisure market. It is the power of the UK hospitality sector, in which international brands are preoccupied with the enhancement of customer service and employee education. The Front Desk is highly involved in defining the first and last impressions of the hotel since it is the primary contact point of the guests when entering and leaving the premises. 



[bookmark: _Toc213312195]Section 1: Role Reflection 
[bookmark: _Toc213312196]Reflection Framework
I applied the Reflective Cycle (1988) created by Gibbs since it provides a clear path through which one can reflect on the experiences by examining what transpired, how I felt and what I learned. This model promotes continuous improvement and professional development that are necessary during work placements (Felce, 2019). It made me think and associate theory with the real-life working of a hotel.
[bookmark: _Toc213312197]Description of Role and Department
This role oversees the company's operations across all three offices, operating as a procurement officer and manager of all contracts fulfilling the work of the company and its clients. This position covers the activities of the company in all three offices and functions as a procurement officer / manager of all contracts serving the company and its clients.
[image: Front Office Management - Quick Guide]
Figure 1: Front Desk Department (Bardi, 2010)
In front desk, I was to check in guests and out, receipt of enquiries, room bookings and aiding in billing. I also constantly spoke to housekeeping and maintenance to be sure that rooms were prepared and problems were solved in a short term. I also facilitated shift handovers, assisted new staffs with training and also helped to solve complaints, which provided me with good experience as a supervisor (Bardi, 2010).
[bookmark: _Toc213312198]Key Supervisory Skills and Examples
The Front Desk job demanded that an individual be a leader, communicator and problem solver. Delegation and leadership were also necessary during peak check-ins. There was a time when a couple of guests that were in business came at the same time and I assisted a new staff member to book them in. I was compelled to remain relaxed, direct them with clarity and encourage them when they were at pressure. This experience revealed the need to adopt situational leadership and encouraging direction (Wood, 2013).
Other important ones included problem-solving and decision-making. There was an occasion when I had to deal with the overbooking of a room by two guests that was in the same room. I asked the apology, refreshments and within no time, I booked an upgrade via bookings. This made me realise that even the grievances can be transformed into the satisfaction with the help of fair decisions, which are made calmly (Bardi, 2010).
[bookmark: _Toc213312199]Personal Strengths, Weaknesses, and Action Plan
Professionalism and good communication, particularly in dealing with complaints were my key strengths. Nonetheless, delegation was found to be a hard task with more experienced personnel. I will improve by attending leadership training sessions, consulting with supervisors, and participating in cross-department shadowing to have confidence and gain knowledge (Felce, 2019). These measures would make me become a more competent team leader.

[bookmark: _Toc213312200]Section 2: Management Performance & Guest Service Analysis 
[bookmark: _Toc213312201]Management Styles
At Delta Hotels, the management style in the Front Desk was largely participative. Each day, briefings and discussions in teams were encouraged by supervisors, who asked the staff to contribute their ideas. This was a manifestation of the Marriott culture of collaboration and teamwork in which the employees are allowed to make small service choices. The theories of Management and Organisational Behaviour, including situational leadership and a motivation-hygiene model proposed by Herzberg, helped me realise that motivation level rose when the supervisors praised employees and provided feedback (Wood, 2013; Rutherford and O’Fallon, 2007). To a certain extent, when the work was extremely busy, the autocratic style became evident, and thus the communication became less transparent, and the morale was reduced. This demonstrated the significance of a flexible leadership to retain performance and staff motivation (Walker, 2021).
[bookmark: _Toc213312202]Health and Safety Compliance
The hotel was well health and safety oriented, in compliance with the Health and Safety at Work Act (1974). Regular checks, emergency drills and display screen tests were normal at the Front Desk. The manual handling of luggage support was also provided to staff. There was a transparent online system of incident reporting. In comparison with industry standards, the hotel adhered to the best practice guidance just like Casado (2012) and Jayanti (2023). Compliance was useful in providing safety to the staff and guests and in enhancing the professional image of the hotel.
[bookmark: _Toc213312203]Culture and Teamwork
The Delta Hotels Birmingham was a positive culture created due to the Marriott Spirit to Serve ethos. The culture was supportive in promoting team work, respect and inclusion. The personnel belonged to diverse cultural groups, and intercultural communication was critical in any case when dealing with foreign visitors. The management also emphasised on employee learning in terms of training and open feedback. This participative culture was correlated with concepts that were provided in the modules of Personnel Resourcing and Development since it engaged employees and enhanced performance (Wood, 2013). I could observe that when personnel were valued, service was quicker, and guests could be more content.
[bookmark: _Toc213312204]Marketing and Guest Experience
The Front Desk Marketing was targeted at the improvement of the guest experience by use of loyalty and service. We also advertised the Bonvoy programme by Marriott, and offered promotions and requested upgrades to guests. Such practices were aligned with the SERVQUAL model, which emphasises the reliability and responsiveness of the services (Walker, 2021). The hotel promoted this loyalty and repeat purchases by combining marketing and cordial service. I realised that marketing messages were most effective when they were made natural through a conversation as opposed to a sales pitch. This was an indication of the modern trends in UK hospitality, which are currently focused on personal and authentic experiences (Vallen and Vallen, 2014).

[bookmark: _Toc213312205]Section 3: Guest Service Improvement Plan
I observed during my placement that at check-in time during peak periods, service delays were common due to the frustration caused to the guests and pressure on staff. This was largely caused by short staffing and slow response by system. This latency lowers the levels of satisfaction and raises the stress levels (Rughubalan, 2009). Study indicates time management and efficacy in the operations are fundamental in the service quality preservation (Casado, 2012).
This has been particularly applicable in the UK hospitality industry where there is a constant staffing problem post-Brexit and COVID-19 due to staff shortage (Rutherford and O’Fallon, 2007). Delta Hotels Birmingham can be made competitive by improving its efficiency. The pressure may be alleviated by investing in technology and training, based on the best practice instructions (Hagg, 2013).
Three improvement measures I would recommend include the following. First, the hotel might introduce a digital line management system on which the guests can be informed by text. Second, cross-training should be initiated between reception and concierge to balance the workloads during the peak times. Lastly, the performance of managers should be monitored using the information of guest feedback and service timings to measure success (Felce, 2019). Such measures would introduce efficiency, minimisation of stress and streamlining of operations according to the industry standards.



[bookmark: _Toc213312206]Conclusion
During my placement at the Delta Hotels in Birmingham, I was in a position to learn the direct impact that the front desk operation and decision-making process by the management has on the guest satisfaction. I was able to work on communication and teamwork skills and I became confident in addressing real guest issues. Watching how the management is conducted and team culture demonstrated me just how flexible and motivating the team should be to attain service excellence. I also determined viable methods of enhancing guest service by which resources are managed better. 
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