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[bookmark: _Toc165971810]Brief overview of Delta Hotels by Marriott Bexleyheath 
Delta Hotels by Marriott Bexleyheath is a 4-star hotel located in Bexleyheath, London. It offers a range of amenities and services that cater to both business and leisure travelers. The hotel provides various room options, all featuring modern amenities where guests can enjoy British cuisine at the hotel’s Cast Iron Grill restaurant. The hotel boasts a fitness center, and meeting spaces, and offers services such as dry cleaning and room service,  parking is available at an hourly rate of £1 and a daily rate of £9, with additional parking provided by Bexley Council.
Delta Hotels by Marriott Bexleyheath has been recognised with a Green Key Award for its sustainability efforts. The hotel’s administration ensures streamlined service, focusing on the essentials to provide an effortless stay for its guests (Marriott Bonvoy, 2024).
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Continual learning and adapting to new trends, such as digitalisation in hotel operations and personalised guest experiences, are crucial aspects of personal development in hotel administration. 
Reflecting on an experience at the Front Office of Delta Hotels by Marriott Bexleyheath involves considering the various aspects of the role and how they contribute to both personal growth and the hotel’s operations. At Delta Hotels by Marriot Bexleyheath, continuous learning and adaptability are key, as the front office staff is always updated with the latest hospitality trends and customer service techniques (Marriott Bonvoy, 2024).
To reflect on the experience of shadowing a supervisory position within an administrative role at Delta  Hotels by Marriott Bexleyheath, I will use Gibbs’ Reflective Cycle (Brown, 2016), which provides a structured method for reflection, involving six stages  : 
Description: Shadowing the supervisor Claire Tapp involved observing the daily operations, including guest interactions, staff coordination, and problem-solving. The role was dynamic, with a focus on ensuring guest satisfaction and smooth hotel functioning. 
Feelings: While I do not experience emotions, I do expect to feel overwhelmed initially due to the fast-paced environment. However, in the shadowing progress, there was a growing sense of confidence and understanding of the role’s responsibilities. 
Evaluation: The experience highlighted the importance of strong leadership and communication skills. The supervisor Claire`s ability to multitask and prioritise tasks effectively stands out as crucial for the role.
 Analysis: In analysing the experience, I realise the significance of having a comprehensive knowledge of the hotel’s operations. The supervisor must be well-versed in all aspects of the hotel to make informed decisions and provide guidance to the team. 
Conclusion: The conclusion is that the role of a supervisor is integral to the hotel’s success. It requires a blend of soft skills, such as empathy and adaptability, and hard skills, such as operational knowledge and strategic thinking.
 Action Plan: Moving forward, one could plan to develop a deeper understanding of hotel management systems in Delta Hotels by Marriot Bexleyheath, improve communication skills, and learn stress management techniques to prepare for future challenges in a similar role. This reflective process using Gibbs’ Reflective Cycle helped me understand the complexities of a supervisory role and identify areas for personal and professional development such as a comprehensive understanding of the day-to-day operations, including check-in and check-out procedures, guest services, and reservation systems, develop skills in delivering high-quality customer service, managing guest expectations, and handling a variety of customer inquiries and issues (The University of Edinburgh, 2020).
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The importance of work-based skills and technical knowledge in managing hotel administration at Delta Hotels by Marriott Bexleyheath cannot be overstated are the backbone of efficient hotel management and directly impact the quality of service, operational efficiency, and ultimately, guest satisfaction. Work-Based Skills: Leadership: Effective leadership is essential for inspiring the team and driving performance. It involves decision-making, strategic thinking, and the ability to motivate staff. Interpersonal Skills: Building relationships with both guests and staff is crucial. Technical Knowledge: Hotel Management Software: Proficiency in property management systems like Opera or Marsha is vital for reservations, room assignments, and billing. Regulatory Compliance: Understanding and adhering to health, safety, and employment regulations is critical to avoid legal issues and ensure guest safety. Financial Acumen: Knowledge of budgeting, financial reporting, and cost control is necessary to maintain profitability (Barten,2024).
In conclusion, the combination of work-based skills and technical knowledge is critical for the successful administration of Delta Hotels by Marriott Bexleyheath. These skills enable managers to effectively oversee hotel operations, lead their teams, and ensure that guests receive the highest standard of service. Continuous learning and development in these areas are necessary to meet the evolving demands of the hospitality industry (Kleefstra,2020).
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At Delta Hotels by Marriott Bexleyheath, l had an issue related to the check-in process during peak hours. This helped me to understand the impact on the front office department’s performance, guest service, and overall hotel operation. 
Situation: During peak check-in times, guests experienced longer waiting times due to a shortage of staff and a slow check-in process. 
Impact on Front Office Performance: Efficiency: The front office’s efficiency was compromised, leading to a backlog of guests waiting to be checked in. 
Staff Morale: Extended wait times put additional pressure on the front office staff, potentially leading to decreased morale and increased stress. 
Impact on Guest Service: Guest Satisfaction: Prolonged wait times can lead to guest frustration and dissatisfaction, impacting their overall perception of the hotel. 
Loyalty: Negative check-in experiences can deter guests from returning or recommending the hotel to others (Eposdirect, 2024).
 Impact on Overall Operation: Reputation: The hotel’s reputation may suffer as guests share their negative experiences online or through word-of-mouth.
 Revenue: Dissatisfied guests may seek accommodations elsewhere in the future, affecting the hotel’s revenue and occupancy rates. 
To address this issue, the hotel could implement several strategies: 
· Staff Training: Enhance staff training to improve efficiency and problem-solving skills during peak times.
· Technology: Introduce mobile check-in options to expedite the process and reduce the workload on front office staff.
·  Process Improvement: Review and streamline check-in procedures to minimise wait times and improve the guest experience (Points Uncovered, 2023). 
Reflecting on such situations is crucial for continuous improvement in hotel administration. It allows for identifying bottlenecks and implementing changes that can positively affect the hotel’s operations and guest satisfaction. The Front Office is a critical touchpoint for guests, and its performance is integral to the hotel’s success.



[bookmark: _Toc165971814][bookmark: _Toc166497291][bookmark: _Toc166580169]Section 4: A future action plan for Delta Hotels by Marriott Bexleyheath
Developing a future action plan based on the experience gained in guest service operations at Delta Hotels by Marriott Bexleyheath involved me in identifying areas for improvement and outlining specific steps to enhance various skills :
Communication: Enhance clarity and efficiency in interactions between staff and guests. 
Teamwork: Foster a more collaborative environment among different departments. Task Management: Streamline processes to manage tasks more effectively during peak times. 
Personal Skills: Encourage staff to develop empathy, patience, and adaptability. 
Guest Services: Improve the personalisation and responsiveness of guest services (Nkwanyane, 2011).

 Action Plan:
Communication: Conduct workshops on effective communication techniques. Implement regular team briefings to ensure everyone is informed and aligned. Utilise technology like communication apps to facilitate better internal communication.
Teamwork: Organise team-building activities to strengthen interdepartmental relationships. Establish clear roles and responsibilities to improve collaboration. Encourage open dialogue and feedback among team members. 
Task Management: Introduce time management tools and training to help staff prioritise tasks. Develop standard operating procedures for common tasks to increase efficiency. 
Personal Skills: Offer training on emotional intelligence to improve interactions with guests. Provide stress management resources to help staff cope with high-pressure situations.
 Guest Services: Create a guest feedback system to quickly identify and address service issues. Personalise guest experiences by using CRM systems to remember preferences. Train staff to anticipate guest needs and offer proactive solutions. 
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In conclusion by focusing on these areas and following the outlined steps, Delta Hotels by Marriott Bexleyheath can enhance its guest service operations, leading to improved guest satisfaction and a stronger reputation in the hospitality industry. Continuous evaluation and adaptation of these strategies will ensure that the hotel remains competitive and upholds the high standards expected by its guests (Bristol Associates, 2024).
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