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This is another reflection on my time at the Durham Marriott Hotel. I will focus on reflecting on what I learnt about hotel operations and what helped the hotel succeed. Then experience allowed me watch how theory can be applied to the actual workings of a hotel. 
One thing I discovered to be quite crucial was the need for motivation and hard work and also the importance of experienced staff to help me. There are always a lot of chores to complete, and the staff are usually busy. In the mornings I was assigned to work in the food and beverage division, where I assisted in the operation of the morning buffet. I escorted guests to their tables and then assisted in cleaning and resetting the table after they had left. Even though I had just begun and had no prior experience working in a hotel environment, the numerous tasks required me to be well-prepared and cheerful. Because the system was a bit complicated and different at first, I struggled to comprehend how it functioned. In particular, trying to seat a big number of customers at once proved challenging, resulting in a long line and many visitors having to wait a long time to be seated. Since many guests want you to seat them right immediately and give them updates on how long they will be waiting, this made me feel a little anxious. I knew some guests would be disappointed at the waiting time. The guests anticipate being seated right immediately and receiving updates on how long they should expect to wait. Being uncertain about how long clients would have to wait made me anxious because I knew this would annoy some of them. Having a supervisor on hand made it easier for me to deal with my difficulties; she told me that one crucial thing to do in this circumstance is to remain calm and inform clients as soon as I can of the delays. Additionally, I had to do my absolute best to ensure that tables were cleaned and customers were seated as soon as possible. Some consumers were still irritated, but once they were informed and updated, the majority of them were understanding. This emphasised the value of updating visitors on events and keeping them informed to allay their concerns.
Upon evaluation, I can say that this experience taught me a lot about hotel management and potential issues. Staffing issues were the issue in this particular instance. This is a widespread issue in the hospitality industry, especially following the implementation of COVID-19, which caused many employees to lose their employment as a result of being furloughed (1). An obvious solution would be to recruit more staff. But this situation also helped me realise the importance of factors such as investing the existing staff and experienced staff. Long term, well trained members were invaluable at the hotel. I found that the staff members that had worked at the hotel for the longest and were the most experienced helped the hotel run most smoothly. They knew standards, they helped me understand what guests needed, and they knew the hotels ins and outs. This is in line with research which suggests that loosing older, more experienced employees drains knowledge and expertise(2).  Retaining people like them, in my opinion, is crucial to maintaining the hotel's efficient operation. Perhaps giving these individuals extra training and career options, as well as financial incentives, is essential to doing this. According to some theories, fostering positive work environments and rewarding employees for being there can boost retention and employee happiness (3)(4). Making employees feel happy and rewarded at work does more than increase retention, it also decreases absenteeism which is also crucial in trying to combat staff shortages(5).
I've learned a lot from my experience, particularly how crucial employee retention is to the efficient operation of a hotel. It is crucial to have employees who are familiar with the workings of the company when there is a staffing shortage. In my placement experience, if I hadn't been around the experienced staff member, I would have been more stressed and anxious than I was. They are essential to helping new staff and ensuring that everything goes smoothly. I would have been more stressed out and would have made more blunders as a result. Extrapolating, I could see how this might also result in a decrease in staff retention. I could be less likely to stay at my new job if I'm stressed out. My long-term objective is to start my own bed-and-breakfast. Through my experiences, I've come to understand how crucial it is to maintain employee satisfaction in order to boost client satisfaction and keep the business running smoothly.
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