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Section 1: Reflection on Experience and Personal Development

Delta Hotels by Marriot operates as a complicated yet unified organisation in its administration, focusing on guest interactions and reservation management through the Front Office. For this placement, my learning goals were straightforward: understand check-in and check-out procedures, dig into reservation system details, and become adept at managing guest services (Kolb, 1984). As I stepped into this vibrant territory, my goal was not merely to fulfill learning objectives but to immerse myself in the dynamic environment, understanding the nuances of hotel administration. The Front Office, serving as the nerve center of guest services, presented an array of challenges and opportunities to explore the practical application of theoretical knowledge.

Shadowing a Supervisory Role:
Working closely with Xenon and Michelle in the Front Office was an eye-opener. Hands-on tasks like setting tables, dealing with guest requests, and handling reservations gave me a practical understanding of vital work-based skills. It showed me that effective communication, teamwork, and technical know-how are not just concepts but essential tools for a smooth guest experience (Tuckman, 1965).

Reflecting on My Learning Journey with Kolb's Cycle
Guiding me through this exploration was Kolb's Experiential Learning Cycle (Kolb, 1984), a conceptual framework that transformed each task into a stepping stone for personal and professional growth. From concrete experiences of observing check-ins and check-outs to reflective observations of team dynamics, abstract conceptualization of reservation systems intricacies, and active experimentation in various scenarios, Kolb's cycle became a roadmap for turning experiences into invaluable lessons.

Defining Learning Objectives in the Front Office
My initial learning objectives, centred around understanding check-in and check-out procedures, delving into reservation systems intricacies, and mastering the art of seamless guest service management, evolved beyond mere tasks. They changed into a comprehensive learning narrative, weaving theory, and practice into a cohesive understanding of hotel administration.

Contribution to Work-Based Skills:
The experience made it clear that work-based skills are practical tools needed in the hospitality world. Juggling multiple check-ins during busy times taught me about task management and staying adaptable. Knowing reservation systems inside out emerged as a crucial factor, making operations smoother and guests happier.

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

Importance of Work-Based Skills and Technical Knowledge:
In the realm of hotel administration, work-based skills and technical knowledge are the cornerstones of efficient operations (Kolb, 1984; Tuckman, 1965). They ensure a seamless guest experience and contribute to the overall success of the hotel.

Specific Work-Based Skills Encountered:
During the shadowing experience at Delta Hotel, specific work-based skills stood out. Effective communication was exemplified in addressing guest requests promptly and coordinating with the team during peak hours. Teamwork was evident in the collaborative efforts to manage multiple check-ins and ensure a smooth flow of operations. Task management became paramount in handling various responsibilities simultaneously, such as setting tables and assisting in reservation processes.

Relevance to Administrative Tasks:
These work-based skills are directly relevant to administrative tasks in the Front Office. For instance, effective communication is essential when dealing with guests to understand their needs and provide satisfactory solutions. Teamwork is critical in ensuring a coordinated effort in managing check-ins, check-outs, and other guest interactions. Task management is crucial for maintaining order during busy periods, as seen in setting tables and handling reservations.

Technical Knowledge in Hotel Administration:
Technical knowledge, particularly in reservation systems, emerged as a backstage wand in the administrative tasks. Mastery of these systems streamlined check-in and check-out procedures, contributing to operational efficiency. Understanding the intricacies of the reservation process ensured that guests received the accommodations they desired, enhancing overall guest satisfaction.

Examples and Insights from the Experience:
For example, when a guest complained about a hot room, effective communication skills were crucial in relaying the issue to the team, ensuring a prompt resolution. Teamwork came into play during peak hours when managing multiple check-ins, emphasizing the need for a collaborative effort. Task management skills were evident in the organized setting of tables and handling various responsibilities simultaneously (Kolb, 1984; Tuckman, 1965).

Section 3: Reflection on Organisational Issues

Reflecting on the overall experience at Delta Hotel, one particular situation stands out, shedding light on the challenges faced in managing hotel administration. The identified issue revolves around communication challenges within the team, leading to delays in responding to guest requests. This communication snag had a notable impact on the department's performance, guest service, and overall operations.

Impact on Department's Performance:
The communication challenges hindered the team's efficiency in coordinating tasks. Information gaps led to confusion, affecting the smooth execution of check-ins, check-outs, and other essential operations. The Front Office, as the nerve center of guest services, relies heavily on seamless communication to ensure a positive experience for guests. The issue, therefore, directly impacted the department's ability to perform optimally.

Impact on Guest Service:
Guest service, a core aspect of hotel administration, took a hit due to the communication delays. Guest requests, ranging from room temperature adjustments to specific accommodations, faced delays in resolution. This not only led to guest dissatisfaction but also tarnished the hotel's reputation for providing prompt and efficient service. In the hospitality industry, where guest experience is paramount, any breakdown in communication can have a lasting impact on customer satisfaction.

Impact on Overall Operations:
The communication issue reverberated across the entire spectrum of hotel operations. Timely and coordinated efforts are crucial in managing peak hours, ensuring guest needs are met promptly, and maintaining a smooth workflow. The breakdown in communication disrupted this flow, affecting not only the Front Office but also interdepartmental coordination, creating a ripple effect on overall hotel operations.


Section 4: Future Action Plan

Areas for Improvement:
Reflecting on the guest service operations experience at Delta Hotel, several areas for improvement in work-based skills and technical knowledge have been identified. These include enhancing communication, teamwork, task management, personal skills, and refining guest service standards.

Specific Steps for Improvement:

1. Communication Enhancement:
   - Implement regular team communication sessions to address concerns and share updates.
   - Introduce a digital communication platform to facilitate real-time information sharing.
   - Conduct workshops on effective communication, emphasizing clarity and responsiveness.

2. Teamwork Reinforcement:
   - Foster team-building activities to strengthen collaboration and camaraderie.
   - Establish clear roles and responsibilities within the team to enhance coordination.
   - Encourage open discussions to resolve conflicts and build a positive team culture.

3. Task Management Optimization:
   - Provide additional training on multitasking and prioritizing tasks during peak hours.
   - Implement task management tools to streamline responsibilities and deadlines.
   - Conduct simulations to prepare for handling various tasks simultaneously.

4. Personal Skills Development:
   - Offer workshops on personal development, focusing on adaptability and problem-solving.
   - Provide mentorship programs to guide personal skill growth.
   - Encourage self-reflection to identify individual strengths and areas for improvement.

5. Guest Service Standards Refinement:
   - Implement continuous training on guest service excellence.
   - Conduct regular feedback sessions to gather insights from team members and guests.
   - Review and update guest service protocols to align with industry best practices.

This action plan aligns with personal and vocational development goals by addressing specific areas identified during the guest service operations experience. It provides a roadmap for continuous improvement, ensuring that work-based skills and technical knowledge are enhanced systematically. 

Conclusion:
In conclusion, the shadowing experience at Delta Hotel has been instrumental in identifying areas for improvement and formulating a comprehensive action plan. The future action plan focuses on enhancing communication, teamwork, task management, personal skills, and guest service standards. Aligning with personal and vocational development goals, this plan is designed to foster continuous improvement and contribute to significant professional growth within the dynamic hospitality industry. The insights gained from this learning log underscore the value of practical experience in developing work-based skills, technical knowledge, and a deep understanding of guest service standards.
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