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[bookmark: _Toc181884529]Introduction
This learning log focuses on my practise based in the Front Office department of The Delta Marriott Hotel Swansea. The department has a central responsibility for the performance of the hotel since they are usually the first to interact with the guests. Some of those are reception, arrivals and departures, assigning rooms, bookings, and providing information to guests. Learning Objectives from my placements within the department are:
· To increase knowledge of front office functions with a focus on shift responsibilities, registration, check-out processes, reservations, guest relations, and hospitality.
· Develop Personnel and communication skills are relevant and important to communicate with the guests and coworkers.
· To update skills to improve problem-solving and decision-making for dealing with guest complaints and day-to-day business problems.
· To build theoretical and practical knowledge that will allow applying it in practise depending on the case in the sphere of hotel administration.
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Figure 1: The Delta Marriott Hotel Swansea (Marriott Bonvoy, 2024)


[bookmark: _Toc181884530]Section 1: Reflection on Experience and Personal Development
Observing the Front Office under supervision gave me a real-life understanding of the job done by supervisors, especially during busy times. From my experience, I could see the urgency and efficiency with which, communication, conflict-solving, and decision-making abilities are critical when dealing with guests' complaints. For example, the influx of check-ins happened once; the supervisor efficiently oversaw work, communicated with the housekeeping department, and maintained the order. Through such incidents, the guests learned the importance of technical know-how like reservation systems and room inventory control strategies in preserving the guest's satisfaction. This made me realise that there is much more that goes into the management of the front offices. Further, the particular position required good organisational and time management competencies. This taught me just how important technical knowledge is including a competent understanding of property management systems, reservation software and general financial processes.
The prior academic experience for me, the majoring courses in hospitality management help to establish the fundamental knowledge as the theoretical base. However, during this placement, I was able to practise concepts in detail which helped me to gain a much deeper insight into things like communication, teamwork and how to accomplish a given task. For example, during check-in time, when many individuals were waiting, I used active hearing skills and empathy in dealing with a guest who had to face a delay in getting a room. From this incident, the significance of clear communication with the guests in handling their problems and in this way enhancing rapport was highly underlined. Assigning and solving problems with the front desk team developed teamwork skills at this level. Through the exchange of knowledge sharing and mutual support, we were ready to take the load of serving increased guest traffic. Furthermore, my experience in the depts of customer services has ensured that I was able to assist the guests and make effective recommendations that will help to improve overall the guests’ satisfaction.
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The front office department is the most crucial since it forms the central core of a hotel and this therefore requires a work-related competency together with professional content knowledge. In my shadowing, I clearly saw how these courses are useful in providing clients with pleasurable stay and in making excellent performance of organisational tasks.
Work-Based Skills:
· Effective Communication: Employees’ communication must be very clear and unambiguous to address the guests and supervisors. For example, during the busy period of check-in, constant liaison with the housekeeping department helped guarantee the stock of clean rooms. So it is necessary to deal with customers and ensure proper services.
· Problem-Solving and Decision-Making: When I was a Front office personnel, I faced many difficulties working with guests complaining, with reservation matters, and many other operational matters. One of the important and productive skills to meet these challenges promptly is the ability to solve problems fast (Vallen and Vallen, 2014).
· Time Management: Stakeholders should be able to organise the various tasks that are involved when working in a fast-paced environment to ensure that they meet the organisational goal and objective of the business organisation (Wood, 2013). In my shadowing experience, I saw different ways that the supervisors were able to multi-task in that they were able to attend to different things such as guest inquiries and training of new staff.
Technical Knowledge:
· The smooth running of a front office in a hotel therefore depends with knowledge of technical knowledge. A sound PMS equips the workforce to sell rooms, allocate rooms, and view guest details, optimising the front end, from check-in to check-out (Bardi, 2010). I observed that it is necessary to welcome the guest, knowing how to address and solve a problem quickly, helps to create a loyal guest audience and have only positive recommendations. 
· Understanding and control of financial operations such as cash, credit card, and money exchange guarantee receptiveness in revenue management and overall accountability (Tewan, 2009). Reservation policies, cancellation policies, and overbooking of rooms are critical issues, and a knowledgeable approach leads to effective room assignment, controlling of the occupancy rate as well as enhanced revenue. For instance, during the times when the hotel is very busy such as weekends and end-of-the-year holiday periods, a professional front office agent can easily use the PMS feature to recommend room upgrades or combo bookings to improve guests' satisfaction as well as revenue.
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This learning experience fits Kolb's Experiential Learning Cycle in a way that it offered a concrete experience that had to undergo a reflective observation stage. It comprises a solid structure to know and learn from experiences and is therefore appropriate for reflecting on real experiences which in this case is a hotel placement. (Wijnen-Meijer et al., 2022).
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Figure 2: Kolb’s Experiential Learning Cycle (Wijnen-Meijer et al., 2022)
Concrete Experience: Being an intern at the Delta Marriott Hotel, I used to see a long list of guests, especially during early morning or late evening check-in and especially during weekends and holidays. Customers would be required to wait for long hours and in the process, the frustration was apparent and guests' complaints were on the higher end. It not only affected the guest encounter but also the image of the hotel and may well have caused individuals to cancel upcoming reservations.
Reflective Observation: Upon analysing this, I found several of what I consider important aspects that led to this development. First of all, the organisation of the hotel check- though very fast can be made even more efficient. Secondly, in circumstances such as this particular interval, even though all the front desk attendees claimed to be experienced, the quantity of business overwhelmed the team. Besides, a day's patient flow was sometimes poorly managed, with numbered check-ins and no efficient queuing system in some facilities.
Abstract Conceptualisation:  After explaining the origins of the check-in queuing problem the inherent flaws in the conventional set-up become apparent. Though the Delta Marriott may already have the features of mobility check-in, this is not enough. Ideas like pre-registration forms mean that people can fill in their details and provide them to the hotel without contact. Furthermore, many guests prefer using express check-out solutions which substantially can reduce the long queue at the front desk during the high volume check-out periods. 
Active Experimentation: To address this issue, I propose the following solutions:
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The Front Office department in which I was placed offered me an understanding of the internal processes of managing a hotel. By observing the behaviour of a supervisor, I was able to identify not only key work-related competencies but also the theoretical knowledge necessary for providing outstanding guest service. I noted that good communication skills, problem-solving abilities and good time management skills were hallmarks of a good operational staff when dealing with guests. Also, my academic background as well as previous work experience, together with the theoretical and practical application of skills gained during the placement, improved my understanding of guest service, teamwork, and time management. 
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My past educational experience along with my working experience and all the things which I have learned throughout this placement has strengthened my interest in the hospitality industry. To further enhance my skill set, I will focus on the following areas:
	Task Area
	Actions
	Duration

	Technical Skills
	Enhance proficiency in PMS software and industry-standard tools.
	6 months

	Communication Skills
	Pursue training courses in effective communication and public speaking.
	3 months

	Leadership Skills
	Actively seek opportunities to lead projects and teams (Hagg, 2013).
	Ongoing

	Industry Knowledge
	Stay updated on industry trends and best practises through conferences and webinars (ASET, 2017).
	Ongoing



Figure 3: Action Plan for Personal Development (Author, 2024)
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Enhanced Staff Training and Scheduling


Leveraging Technology for Self-Service Options


To empower guests and reduce the burden on front desk staff. Implement self-service kiosks for guests to check in independently, select room preferences, and complete payment (Kiptanui, Karei, and Makomere, 2024). Place self-service kiosks in strategic locations within the lobby, ensuring easy access for guests. Introduce self-service kiosks during peak periods to alleviate pressure on the front desk staff.


Strategic Partnerships with Third-Party Services


To streamline operations and enhance guest experience. Partner with third-party concierge services to handle specific tasks, such as luggage storage, transportation, and local recommendations. Collaborate with reputable concierge services to provide seamless and personalised guest experiences (Suleri, Meijer, and Tarus, 2021). Establish partnerships with reliable third-party providers to ensure timely and efficient services.


To reduce wait times and improve guest satisfaction. Implement a visual queue management system, such as a digital display, to inform guests of their estimated wait time and reduce anxiety (Shen, Qian, and Chen, 2020). Use a user-friendly digital display to provide real-time updates on queue status. Install the digital display prominently at the front desk during peak hours.


Optimised Queue Management System


To improve efficiency and guest experience. Provide comprehensive training to front desk staff on efficient check-in procedures, problem-solving techniques, and guest service standards (Wu, Choi, and Wie, 2022). Conduct regular training sessions, role-playing exercises, and simulations to enhance staff skills. Implement a training program at the beginning of each quarter to ensure consistent knowledge and skills.
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