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The Delta Hotel by Marriott Liverpool, located in the city center, is a well-known establishment in the hospitality industry. It is a standard delivery service, and the hotel is suitable for both business and leisure travelers. In the front office department, I have observed supervisory positions and worked directly operating the management of guest services, reservations, and daily tasks for 5 weeks. The intent of this reflective log is to assess the vocational skills and professional competency attained in the course as well as be able to assess the relevance of such skills in the prudent management of hotels. As a way of assessing my learning and development throughout my academic career, I will apply Kolb’s Experiential Learning Cycle (1984) and state the concrete example of an experience and its reflection, the analysis of the learning process, and the identified challenges occurred. However, this log also intends to provide an insight to the writer about fixing an organizational problem that the writer observed during the placement period. Learning objectives for my placement were:
· To understand the operational procedures within the Front Office.
· To develop communication, task management, and teamwork skills.
· To gain practical experience in using hotel management systems.
· To apply academic knowledge in a real-world hospitality setting.

Section 1: Reflection on Experience and Personal Development

Observing the front office as a shadow Ludmila, supervisor  role, gave me a perceptive  insight as to how the hotel manages its administrative operations. Some of the major responsibilities that I performed in it are related to the registration of guests, reservation services, and addressing the dissatisfaction of the guests. These tasks also instilled in me the consequences of proper communication, schedules, and organization  regarding  guests satisfaction.
At this stage of my observation, I focused on how front office handle the guests requests and negative feedback at their busiest time. This experience has shown how the team members need to cooperate, especially when there is a certain pressure put on the team. For example, when the number of guests reached the maximum, I found out how working staff collaborated with the teams from the housekeeping and the maintenance departments regarding the preparations of the rooms and satisfying the needs of the guests.
Relating my learning, I realised I was able to implement the theoretical knowledge of customer service, communication, and tasks from the past courses and experiences into the real operational context. That is why the placement brought some insights into how these concepts were implemented in practice and thus was beneficial. For instance, I have learnt about customer complaint management in the past courses, seeing the front office team apply Listening Skills and Solving Skills on Guest’s complaints truly brought home the value of such skills. 
Furthermore, my previous industry experience enabled me to master the elements of placement environment easier than the other. As a cabin crew prior to joining Delta Hotel, I knew what was expected of me from the guests; however, staying at the hotel exposed me to different aspects as regards hospitality since it is not static business.

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

It’s significant to note that communication is always essential in a hotel, and more specifically in the front office due to direct customer interaction. In my case, I was able to witness how some issues related to guest enjoyment as well as productivity are influenced by effective and concise communication. Even though the major group of people here were the guests, a lot of communication also involved with other teams such as housekeeping to ensure all rooms were set up. For instance, in an overbooking scenario, it will be critical to engage the guests and other offices or departments to seek other solutions. Thus, I have seen with my own eyes how straightforward communication could calm the negative emotions of people and make them happy, owing to solving the problem of their dissatisfaction, for instance, proposing to upgrade their room or providing them with some compensation.
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Another skill that I developed particularly was the need to work in groups for positive results to be achieved. The nature of front office related heavily with housekeeping and maintenance departments; guests requests had to be completed accent rapidly. This paper was one of the key activities that I grasped the essence of prioritizing tasks, as well as, delegating duties within a team.
For instance, when there is a lot of traffic, I get check-in and at the same time, coordinate with housekeeping to have rooms made ready on time. Teamwork brought about the completion of all the tasks in time and guests left satisfied with the work done on them.
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Assigning multiple tasks to oneself and dealing with all of them simultaneously was also among the challenges that I experienced. The staff of the front office was directly facing many guest questions, registrations, administrative work which were streamlined and had to be managed on a priority basis. I also used the Property Management System (PMS) to practically learn how to track the reservations of the guest, to assign rooms, and update their details.
This exposure to the PMS system was sharply beneficial to me because it gave me practical training of something that I only learned in theory. I also came to know how the technology helps in enhancing operations processes, minimizing errors and increasing the guests satisfaction.

Section 3: Reflection on Organizational Issues

One of the organizational problems that I faced during the placement directly related to me was overbooking that caused complaints from the guests. Saving a day for overbooking is a common practice in all the hotels in order that the total number of rooms which are let out in a day should be as more as possible, but a hotel gets into some complications if it cannot accommodate all the people as it had promised.

One of the times during this period of review was a period of overflow, during which guests failed to find availably rooms for check-in as they had reserved. Consequently, how the front office had to accommodate these guests to other rooms which made them check in later and some of them complained. Although the management addressed the problem by providing upgraded rooms or accommodation at other hotels, it led to interruptions in services provided to the guests as well as pressure on the employees of the front office.
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To prevent overbooking problems in the future, one could adopt a better revenue management system that would help in identifying the maximum occupancy periods in advance and therefore properly arrange accommodation. This means it would assist the hotel to effectively control the stock and avoid over traffic situation of the rooms.
Furthermore, if the hotel is to avoid such situations, the management should ensure that guests are informed before checking in. It is recommended to provide possible amenities like early check-in or upgrading the clients prior to arriving at the business premises to manage their disappointment in the case of overbooking. This will also bridge the gap between the front office and the housekeeping department to ensure that rooms are available and prepared on time.
I have worked in Delta Hotel as a trainee for some time and I believe that time was beneficial to enhance different skills in communication, collaboration with others, and time management. Having gained practical experience in the hotel, more so in the front office department, it was possible to understand the practical characteristics of the hotel administration. One of the organizational issues, which was noted to be overbooking, pointed at the need to manage resources, making some predictions, and sharing information. If these areas are well planned and coordination between different departments of the hotel is improved, then there will be a chance of greater operational effectiveness and can ultimately increase the level of guest satisfaction.
In my future career plans, I have to mention my intention to improve my knowledge of the IT solutions used to manage hotels, especially where management and forecasting are concerned. In addition to that, I will improve my communication and interpersonal skills since these are key factors when it comes to the hospitality field. In a nutshell, this placement has given me a lot of useful experience and knowledge for my further career.
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Table 1: Communication Impact on Guest Satisfaction

Situation Guest Feedback Outcome

Late Check-In “Clear and timely communication Positive Experience
helped ease frustration.”

Special Requests/Complaints “Prompt action to resolve issue  Increased Satisfaction
exceeded expectations.”
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Table 2: Teamwork and Task Coordination

Task Department Involved Outcome

Room Allocation Front Office, Housekeeping Efficient check-in and guest satisfaction

Special Requests Front Office, Kitchen, Concierge Quick resolution of guest needs
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Table 3: Overbooking Impact

Impact Guest Feedback Solution Implemented
Late Check-in “Unacceptable wait time” Room upgrade/alternative
accommodation

Room Availability “Unhappy about overbooking” Offered discounts and vouchers




