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Reflective Learning Log: Reception Placement at Delta Hotels by Marriott Swansea 

Introduction
During my 10-week Level 6 placement at Delta Hotels by Marriott Swansea Marina, I was assigned to the Reception Department, the frontline of the hotel’s administration. The reception team manages guest check-ins and check-outs, room reservations, payments, and general guest inquiries. This department is crucial for delivering excellent customer service and ensuring smooth operational flow. The hotel uses a Property Management System (PMS) and Customer Relationship Management (CRM) software to manage bookings and guest data.
At the start of my placement, I set three key learning objectives:
1. To understand the operational processes and challenges in hotel front desk management.
2. To develop skills in using administrative software and handling guest communications effectively.
3. To observe leadership and teamwork practices within a fast-paced, service-driven environment.

Section 1: Role Reflection
For reflection, I used Gibbs' Reflective Cycle (1988), which helped me systematically explore my experiences and learning.
Description:
My role mainly involved assisting with guest check-ins and check-outs, managing reservations in the PMS, responding to guest inquiries by phone and in person, and supporting the front desk team with administrative tasks. I also observed how supervisors coordinated daily operations, delegated tasks, and managed staff performance.
Feelings:
Initially, I felt overwhelmed by the complex software and the fast pace of guest interactions, especially during peak times. However, I gradually gained confidence in operating the PMS and handling guest queries with professionalism.
Evaluation:
Effective leadership was evident in how supervisors maintained calm during busy periods and supported junior staff. Communication skills were vital, both within the team and in guest interactions. Technical knowledge, especially mastery of the PMS, was essential for operational efficiency. For example, supervisors ensured smooth shift handovers by briefing staff on guest arrivals and departures.
A particular challenge I encountered was adapting to sudden changes, such as the hotel-wide PMS update that resulted in a complete system shutdown for over half a day (described in Section 2). Managing guest expectations and maintaining service quality during this period required considerable team effort.
Analysis:
Leadership in the reception area requires clear communication, problem-solving, and adaptability. Supervisors exercised transformational leadership by motivating staff and fostering collaboration (Bass & Riggio, 2006). The use of administrative software demanded technical competence, which I improved through practice and guidance.
One strength I demonstrated was attentiveness to detail when updating guest information and handling payments. However, I noticed my need to improve speed and confidence in multitasking during busy check-in periods.
Conclusion:
The experience showed me that operational efficiency in reception depends on teamwork, leadership, and technological competence.
Action Plan:
· Undertake formal training on advanced PMS functionalities.
· Develop communication skills through role-playing difficult guest interactions.
· Seek feedback regularly from supervisors to enhance time management.
· Shadow supervisors to learn crisis management techniques.

Section 2: Discussion of Key Hotel Administration Issue
A significant administrative issue I observed was the system downtime during a major PMS upgrade. Overnight, the hotel’s entire computer system was shut down and remained offline until the afternoon of the next day, halting guest check-in/out processes, reservations, and electronic payment systems.
Despite this challenge, the staff demonstrated outstanding resilience and commitment. Team members volunteered to work overtime and stayed overnight to monitor the update, ready to resolve any issues quickly. The hotel management had meticulously prepared for this event, ensuring backup physical master keys were distributed to departments, and all payments for the affected day were collected upfront to avoid billing complications.
Staff also maintained transparent communication with guests, explaining the situation and apologising for any inconvenience. This proactive engagement helped manage guest expectations and maintain satisfaction during the disruption.
This incident highlights challenges related to software system changes and the critical importance of change management in hotel administration. Todnem By (2005) argues that successful change requires thorough preparation, effective communication, and active staff involvement. The hotel’s approach reflected these principles by preparing contingency plans and fostering a culture of teamwork and flexibility.
Furthermore, workplace culture played a key role. Armenakis and Harris (2009) note that employee engagement and shared ownership in change processes reduce resistance and operational risk. The dedication I observed aligns with this, showing a motivated and cohesive team.
This issue connects strongly with the Personnel Resourcing & Development module (Level 5), which focuses on training and managing people through organisational change (Mullins, 2016). Ongoing staff development in technology use and crisis handling will further strengthen the hotel’s operational resilience.

Section 3: Future Trends in Hotel Administration
The front desk department is increasingly influenced by technological advancements and changing consumer expectations. The rise of Artificial Intelligence (AI) offers possibilities such as automated check-in kiosks, chatbots for guest inquiries, and predictive analytics for personalised services (Ivanov & Webster, 2019).
While these innovations can improve efficiency and guest experience, they also require staff to develop new digital competencies and adapt to evolving roles. My placement demonstrated the continued importance of human interaction, especially during disruptions like the PMS downtime, where personal communication was critical.
Consumer expectations are shifting toward seamless, technology-enhanced service but with a preference for genuine human engagement (Buhalis & Sinarta, 2019). Therefore, balancing automation with personalised service will be vital.
Technological tools will also enhance data management and marketing through integrated CRM systems, enabling tailored offers and loyalty programmes. However, hotels must invest in staff training and change management to harness these benefits effectively.
From my experience, future reception roles will demand hybrid skills combining technology proficiency with emotional intelligence and problem-solving capabilities.

Conclusion
My placement in the Reception Department at Delta Hotels by Marriott Swansea provided invaluable insights into hotel administration operations, leadership, and technological challenges. I successfully met my learning objectives by gaining practical experience with PMS software, observing leadership styles, and understanding guest service complexities.
The PMS upgrade incident was a defining moment that demonstrated the importance of preparation, teamwork, and communication in overcoming operational disruptions. Reflecting on this and other experiences, I have identified areas for professional growth and am motivated to develop further skills in technology use and supervisory effectiveness.
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