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1. [bookmark: _Toc199762299]Introduction 
The department helps guests have great experiences by handling check-ins, reservations and communication efficiently. Moreover, my responsibility gave me a view of how things were managed every day, helping me support the hospitality department. This report aims to evaluate the placement experience, during which I learned key administrative roles, became a better manager and communicator, and utilised software such as Opera for hotel operations. The purpose of this report is to enhance my experience, document the difficulties I encountered, and outline what is expected in hotel administration moving forward. Furthermore, this learning log is intended to encourage me to carefully consider and evaluate everything I learned during my placement at Marriott , specifically within the Front Office department. Therefore, this report provides an overview of the concepts and skills employed in real-world hospitality settings while developing strong supervisory, communication, and administrative abilities.
2. [bookmark: _Toc199762300]Role Reflection 
2.1 [bookmark: _Toc199762301]Description
During my tenure at Marriott , I served as a Front Desk Officer in the Front Office department (Adeani et al., 2020). Furthermore, my daily tasks included taking care of arriving guests, processing bookings on Opera PMS, addressing guests' concerns, entering requests, and maintaining communication with both housekeeping and concierge to ensure services were delivered as smoothly as possible (Wen and Chen, 2024). In addition, I helped prepare lists for arriving guests, managed room allocation, and supported the team in handling and resolving guest complaints (Özdemir et al., 2019). Therefore, I was expected to maintain a professional attitude, remain attentive, and prioritise guest care in all my duties.
2.2 [bookmark: _Toc199762302]Feelings
I was both looking forward to it and a bit nervous before I started amidst the hustle at a luxurious hotel. Furthermore, I thought my primary duty would be to receive guests, but I soon realised that keeping track of reservations and team messaging was just as necessary. Furthermore, during the first few days, I was overwhelmed by the busy shifts, but my bosses encouraged me and helped me build my confidence. Moreover, all of the kind words I received from the guests and staff relaxed me from the beginning (Shin et al., 2019). One instance that stands out to me was when I helped a family resolve a double booking, and they thanked me sincerely, which made me feel happy and inspired.
2.3 [bookmark: _Toc199762303] Evaluation
I experienced both difficulties and achievements as a result of the role (Özdemir et al., 2019). Subsequently, because the service had to be both quick and of high quality, there was little room for error. In contrast, support from the senior team was crucial to me during my training on the Opera PMS (Khalid et al., 2021). Moreover, being able to follow a supervisor allowed me to gain a deeper understanding of the decisions they make on the spot and how they lead their teams (Raub et al., 2019). In contrast, I managed my tasks well when someone was helping me, although multitasking by myself during peak hours was challenging.
2.4 [bookmark: _Toc199762304]Analysis
During my learning journey, I acquired various valuable skills. My communication skills improved during my interactions with international guests and other groups (Wood, 2013). However, as part of my leadership role, I helped train an intern on the best practices for working with the Opera software (Peng et al., 2022). In contradiction contrast, I also gained expertise in using Opera PMS, primarily in tasks such as assigning rooms and managing guest accounts (Shin et al., 2019). On the other hand, I was proud to handle a crowded check-in desk during a company event; helping our newest staff member perform their first shift alone was another career highlight (Suwarto et al., 2023). In contrast, they taught me that being calm, organised and responsive is essential for anyone working in guest-facing administration (Haag, 2025).
2.5 [bookmark: _Toc199762305]Conclusion 
Conclusively, during this placement, I understood my communication, adaptability and rapid learning skills in technical systems. On the other hand, my weak points include managing stress, handling multiple tasks simultaneously, and resolving conflicts. Therefore, as I look ahead to being a strong supervisor or hotel administrator, I am following an orderly strategy to improve my skills.
[image: ]
Figure 1; Gibbs Model
Source: (Adeani et al., 2020)
2.6 [bookmark: _Toc199762306]Action Plan 
Table 1: Action Plan 
	S.No
	Skill to Improve
	Development Strategy
	Timeline

	1. 
	Stress management
	Attend a hospitality-focused mindfulness and resilience workshop (Raub et al., 2021).
	Within 1 month

	2. 
	Multitasking under pressure
	Engage in weekly simulation and time-bound practice tasks
	Ongoing

	3. 
	Conflict resolution
	Enroll in an online course on handling guest complaints
	Within 6 weeks


Source: (Author)
3. [bookmark: _Toc199762307]Administrative Issue Analysis
My placement at Marriott revealed two main administrative problems: training was not consistent, and health and safety rules were routinely overlooked at the front desk (Salguero-Caparrós et al., 2020). Despite setting high requirements for cleanliness and personal safety, the rapid pace of operations sometimes meant these were not always met. On the other hand, I found that new employees and interns often were given inconsistent training (Raub et al., 2021). Moreover, mid-season employees were not provided with thorough training, which resulted in them being unfamiliar with the procedures and requiring assistance from existing staff. Furthermore, regular and organised learning enhances employee engagement and reduces turnover, which are significant issues in the hospitality industry. However, the problem was highlighted when a colleague provided incorrect information to a guest about their room, resulting in a formal complaint from the guest. Additionally, maintaining safety practices proved challenging when the restaurant was busy. Furthermore, because baggage had to be left near the front, where it blocked the walkway, it became a trip hazard (Suwarto et al., 2023).
In contrast, it went against the hotel’s safety rules and the UK’s Health and Safety at Work Act 1974. Moreover, implementing proper health and safety measures in the hospitality industry helps protect both guests and workers while also reducing liability (Khalid et al., 2021). Furthermore, though Marriott had safety procedures, the busy nature of operations often prevented routine safety checks. Making safety an ongoing cultural habit is essential. In this contradiction, these matters align with the content from the Personnel Resourcing&Development (Level 5) module, emphasising that caring for employees and providing a safe work environment enhances their effectiveness. Therefore, even though Marriott has good standards, the example demonstrated to me that effective systems can break down if leadership is not engaged and follow-up is lacking (Peng et al., 2022).
4. [bookmark: _Toc199762308]Future Trends in Hotel Administration 
Using AI and automated systems is becoming very important in hotel front office tasks (Peng et al., 2022). Marriott has started moving forward by introducing the Bonvoy app, which enables guests to check in using their phones, open their rooms with their phones and have their individual favourites acknowledged. On the other hand, AI is being used by Marriott to introduce chatbots, allowing guests to communicate with the company more easily and reducing staff workload during busy periods. However, being at the front desk, I noticed that modern tools like Opera PMS made it easier and faster to handle bookings and provide guest services (Salguero-Caparrós et al., 2020). 
On the other hand, for automated systems to function effectively, staff must possess strong digital skills and be prepared to adapt to new technologies. Moreover, when used in hospitality, AI enhances operational efficiency and redefines job roles, requiring employees to possess both technical skills and empathy. However, my time at the hotel taught me the basics of hospitality technology. Yet, I realise I should work on becoming more familiar with technical trends and new tools to keep up in this digital age (Khalid et al., 2021). Therefore, integrating these technologies secures the front office for tomorrow and helps provide better guest experiences.
5. [bookmark: _Toc199762309]Conclusion 
Conclusively, this report was based on personal reflection on the placement at the Marriot Hotel. Moreover, I gained valuable abilities in communication, working with technology and serving guests while working at Marriott . I achieved my learning objectives by gaining a deeper understanding of front office administration, utilising Opera PMS more effectively, and becoming more confident as a supervisor. Due to this experience, I am interested in pursuing a leadership position at a hotel. 
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