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Reflective Journal for Marriott Hotel
Experiences
Achievement of knowledge is everyone’s everyday goal in expanding and challenging their thinking. As an operations manager, I am intrigued to observe and learn from other people’s projects and work in expanding and challenging my level of thinking and making critical decisions. One of the recent exposures that challenged my knowledge and skills in business operations is the visit to Swansea. My visit to the Marriot Hotel based in Swansea exposed me to numerous experiences and learning of various attributes related to the management of guest services. My tour to Swansea was full of educative and appealing experiences and spending time in the Marriot Hotel intrigued my knowledge and skills in management through evaluating the strategies applied by the Hotel management. 
The hotel management of the front office applies various systems that enhance coordination of the operations. For instance, Opera system identifies the available dirty rooms that may need cleaning, the number of clean rooms as well as any special requests by the quests. Secondly, the front office uses Marsha system that has a booking page that helps in identifying the number of guests served on daily basis as well as facilitating online booking of the rooms. GXP forms the final system in the hotel. The system is applied in facilitating communication by the quests in cases they need any changes or services in the hotel. In achieving reviews and commends in relation to the services offered to them, quests voice plays an integral role in collecting such information. 
Feeling 
As a client in the hotel, I obtained maximum satisfaction from the services that were offered to me. My value of money was well reciprocated in the services and treatment I achieved from the Hotel. In cases where I get other chances to visit Swansea, I would not hesitate to access accommodation services from Marriot Hotel and enjoy the quality hospitality and treatment. In observing the running of operations and having a dialogue with various attendants and managers in the Hotel, I achieved immense knowledge about the affairs and management of the hotel. 
Evaluation 
As a client, the reception I achieved from the attendants made me feel appreciated and welcome. Observing other clients including individuals who are physically challenged, their treatment and available facilities caught my attention and understanding why the Hotel had a massive customer turnout. My interest to learn various aspects of the hotel grew and I was interested in moving around and consulting with a few employees about the facility. I gained a lot of information and learned much about how keen the management of the Hotel was on enhancing its brand quality. My experience in the hotel was educative and satisfying. 
The academic experience and learning were also impacted by the development and growth achieved by the hotel to an extent of outsourcing its services to external companies. Business operations are key in the growth and expansion of business. A well-managed business organization can be identified through its extent of growth and development. The success of an organization in achieving its strategic objectives can also be related to the expansion achieved. Marriot Hotel management can be said to possess quality and high-level skills in coordinating and planning for the operations of the entity. 
Analysis 
The Marriot Hotel thrives as a result of the coordination and quality management strategies that it applies in facilitating its activities. The hotel targets all forms of customers and thus can thrive from the diversity in serving different clients. Having its facility modified to accommodate all sorts of clients and having trained attendants who can respond to the different customer needs. A lot concerning operations management can be learned from the Marriot Hotel management. 
The front office in the hotel is in charge of managing guest services and ensuring that customers get the best experiences in their stay in the facility. The value of the hotel can be attributed to its investment in quality and qualified attendants who are trained in numerous hospitality skills. Communication skills, both verbal and non-verbal, form one of the critical skills that are equipped in every attendant in the front office of the hotel.
Reflective Processs
Looking into my experiences in the hotel and the interactions I had with the management and attendants of the hotel, I had a lot to learn and internalize. Marriot Hotel has numerous strengths that the management has enabled to ensure that the company remains competitive and at its best performance level. In reflecting on how the management adopts its strategies to apply in the running of the organization, some things are evident in the success of the hotel. Customer turnout can be linked to the value created in the organization where many of the services and treatments are satisfying. Handling of clients in the hotel entails qualified attendants who are trained and are experts in their roles and responsibilities. There is thorough preparation done before guests sign in to the hotel. From the experience, the rooms are ready and a brief orientation is done by the attendant on how to use the available facilities. There are reserved rooms on the ground floor for physically handicapped guests who may seek accommodation at the Marriot Hotel facility. The employees are trained on how to communicate in sign language in case of receiving special clients (Soelton, 2018). Despite the few weaknesses in the running of the affairs of the hotel, much of the operations are executed in the right manner and enhance value creation in the hotel. 
Action 
Following the experiences and observations in Marriot Hotel, various measures or strategies can be adopted in enhancing the effectiveness of running the operations of the facility. In projecting the future of the facility, there is a need for the employees to familiarize themselves with new technologies that may be equipped in the facility. Having an online booking platform can be a critical strategy in monitoring and controlling the demand for their services. The online booking platform can help in responding to customer complaints and comments towards improving and maintaining some attributes of the services in the facility. In responding to the prevailing competition in the market, the facility will also need to upgrade to more effective technology that can enhance efficiency and earn the facility a competitive edge (Rosli, Woo, Mohd Shahril, Azmi, & Mohd Akhir, 2020). In managing the increased responsibilities and roles as a result of the expansion achieved, the hotel management should consider incorporating advanced technology that will enhance communication and coordination of the company activities and operations. 
Other transformations needed in responding to the company need improving communication between the critical departments regarding the front office and housekeeping department in ensuring that all the right information is forwarded to the customers. In case of repairs and maintenance needs in the houses, the communication channel or method should enhance fast and effective means through which the operations can be improved. In achieving such transformation by using new and advanced systems in facilitating the operations of the company, frequent training should be adopted in ensuring that the employees provide quality services and can use new technologies effectively (Sayin, & Karaman, 2019). The new communication can be applied to facilitating timely repairs and fittings required in the guest rooms. The front office must be in a position to coordinate all other departments by using a reliable communication tool that will enhance quick response. The front office is the face of the hotel and should be in a position to facilitate customer needs most effectively.
The management of the hotel can use its outsourcing services to ensuing that there are sufficient funds allocated for upgrading the facility. In creating customer value and enhancing the quality of the services provided by the hotel, there is a need to adopt new and advanced facilities that can deal with the prevailing challenges faced by the hotel. Positioning the hotel in a better place in the market can be achieved by ensuring that the hotel advances its systems with the prevailing changes in the external environment. 
Conclusion 
The front office of the hotel forms a critical department for linking the company to the customers (Ambardar, & Chaudhary, n.d). In achieving the best customer service, the front office should invest in quality customer treatment. The sales and marketing team for the hotel should work on engaging customers and creating a positive relationship on behalf of the hotel. The sales team should form an accurate forecast on customer demands and other critical information that can help the management in decision-making. The house keeping department can also develop unique mechanisms for enhancing customer satisfaction.
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