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                 The hospitality industry is built upon the fundamental principle of guest satisfaction. Guests are at the core of every hotel's existence, and providing exceptional guest services is the key to success. As a student undertaking a placement at the Delta Marriott by Waltham Abbey, I had the invaluable occasion to experience first-hand the significance of guests and their experiences within the realm of front desk operations. This journal aims to provide a reflective account of my experiences and learnings during my time working at the front desk of this renowned hotel and highlight the importance of addressing guest concerns to ensure their satisfaction and loyalty (Tsaur, et al., 2002).
 During my placement at the front desk of Delta Marriott, I was exposed to various aspects of hotel operations and guest services. Handling check-ins, check-outs, and assisting guests with their inquiries allowed me to refine my customer service skills. However, one key observation I made was a gap in between the front desk and other hotel departments regarding communication(www.youtube.com) . This created challenges in coordinating guest requests and ensuring seamless service delivery. Working at the front desk of Delta Marriott presented numerous opportunities for personal growth and self-development. I recognized the importance of self-management and development as I had to prioritize tasks efficiently while maintaining a high level of organization. Handling multiple guest inquiries simultaneously and managing time-sensitive requests helped me develop my self-management skills. Moreover, Delta Marriott's commitment to continuous improvement and innovation was truly remarkable (Assaker, et al., 2020). The ongoing refurbishment of the hotel, including the leisure department, showcased the hotel's dedication to providing a fresh and modern ambiance for its guests. The management's proactive approach to addressing any inconveniences caused by the refurbishment demonstrated their commitment to delivering a top-notch experience. During my placement, I observed two significant issues that impacted guest satisfaction: parking charges and the temporary closure of leisure amenities. Parking charges became a source of dissatisfaction for guests who expected a convenient and cost-free parking experience. The additional cost affected their perception of value for money (Kim, et al., 2015). 
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· The issue of parking charges affected guest perceptions of value for money and convenience.
· I observed instances where guests expressed their disappointment and frustration regarding the additional cost.
In addition, the ongoing refurbishment of the hotel, particularly the recent closure of the leisure department for pool refurbishment, posed challenges in guest satisfaction. Some guests expressed their disappointment with the unavailability of pool services. In response, the hotel management offered compensation options, including discounted rates, partial refunds, or restaurant vouchers (Berezina, et al., 2016). However, these measures had an impact on the hotel's capital, creating a delicate balance between guest satisfaction and financial considerations. 
As Padma, P., and Ahn, J., stated in 2020, to ensure a positive guest-staff relationship, hotels can adopt the GUEST model: 
· Greet:

· Staff should warmly welcome guests, creating a friendly and inviting atmosphere.
· A personalized greeting can set the tone for the entire guest experience, making them feel valued and appreciated.
· Encourage staff to learn and use guest names whenever possible, fostering a sense of familiarity and making guests feel valued.
· Understand:

· Staff should actively listen and empathize with guests' concerns, acknowledging their needs and preferences.
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· Encourage staff to ask open-ended questions and engage in meaningful conversations to gain a deeper understanding of individual preferences.
· Implement systems to capture and store guest preferences and information, allowing staff to provide personalized experiences during future visits.
· Engage (Zhang, et al., 2020) :

· Staff should engage in meaningful conversations with guests, showing genuine interest in their experiences and creating a connection.
· Through attentive and personalized service, staff can anticipate and exceed guest expectations, fostering a positive rapport.
· Incorporate technology solutions, such as guest relationship management systems, to keep track of guest interactions and personalize future engagements.
· Solve:

· Staff should proactively and efficiently address any issues or challenges faced by guests.
· By offering prompt and effective solutions, staff can demonstrate their commitment to guest satisfaction and problem resolution.
· Establish a clear escalation process for more complex problems to ensure timely resolution and minimize guest inconvenience.
· Thank:

· Staff should express sincere gratitude to guests for choosing the hotel and for providing feedback.
· By showing appreciation, staff can leave a lasting impression and encourage guests to return in the future.
· Regularly acknowledge staff members who consistently go above and beyond to enhance the guest experience.
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The guest-staff relationship is a vital component of the hospitality industry. By adopting the GUEST model, hotels can nurture a positive and personalized experience for their guests. Through effective communication, proactive problem-solving, and genuine care, staff can address concerns related to parking charges and temporary closures of leisure amenities at Delta Marriott by Waltham Abbey. First and foremost, the hotel's dedication to exceptional customer service shone through (www.littlehotelier.com) . From the warm greetings at the front desk to the personalized recommendations given by them, every interaction with the staff left a lasting impression. In addition to addressing specific issues and challenges, Delta Marriott by Waltham Abbey has consistently strived to create a truly sparkling guest experience. Their genuine care and willingness to go above and beyond to ensure guest satisfaction were key elements in creating a sparkling experience. The guest-staff relationship is a critical aspect of the hospitality industry. By continuously refining the GUEST model and focusing on improvements, Delta Marriott can elevate the guest experience, exceed expectations, and cultivate guest loyalty, solidifying its position as a preferred choice for discerning travellers.
Recommendations for Improvement:

· Conduct regular training sessions and workshops to reinforce the importance of the guest-staff relationship and provide staff with the necessary skills to excel in their roles.
· Implement feedback systems to capture guest opinions and suggestions regarding the guest-staff relationship and use this feedback to identify areas for improvement (Radojevic, et al., 2015).
· Foster a positive work environment that values and supports staff members, as their job satisfaction directly impacts the quality of guest interactions.
· Establish clear and measurable guest satisfaction goals, and regularly evaluate performance and recognize achievements in delivering exceptional guest service.
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By implementing these recommendations, Delta Marriott by Waltham Abbey can further enhance the guest-staff relationship and deliver exceptional guest experiences. The GUEST model serves as a framework for continuous improvement and emphasizes the importance of ongoing training, effective communication, and personalized service in building lasting connections with guests (Denney, G & O’Fallon, J. M., 2006).
                In conclusion, the hospitality industry revolves around guests and their satisfaction. During my placement at the Delta Marriott by Waltham Abbey, I recognized the vital role of addressing guest concerns and providing exceptional guest services. By understanding and catering to their needs, hotels can establish a reputation for excellence, loyalty, and sustained success. The challenges of parking charges and temporary closure of leisure amenities presented valuable opportunities for growth and improvement. Through transparent communication, offering alternative options, and compensating guests for any inconveniences, Delta Marriott can demonstrate its commitment to exceeding guest expectations (www.marriott.com) .
My placement at Delta Marriott has been instrumental in developing my skills in customer service, problem-solving, and effective communication. Overall, my time at Delta Marriott has been both enriching and insightful. I am grateful for the support and guidance provided by the hotel staff, which allowed me to develop my skills in customer service, problem-solving, and effective communication. I am confident that the experiences and knowledge gained during this placement will serve as a solid foundation for my future career in the hospitality industry. It is through exceptional guest services, attention to detail, and addressing guest concerns that hotels can create memorable experiences and build lasting relationships with their valued guests.
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