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Reflecting on my experience within the Front Office at Delta Marriott Swansea (2024), I embarked on a journey of self-discovery and professional development guided by Gibbs' Reflective Cycle (1988). This model provides a structured approach to reflection, enabling me to critically analyse my development and identify actionable solutions to challenges encountered, focusing on a guest complaint about a noisy air conditioner and my shadowing experience with Andrew, the duty manager.
The Front Desk at Delta Marriott Swansea(2024) is the heart of the hotel's operations, playing a pivotal role in shaping the guest experience from the moment they enter the hotel (Böhme,2023).
In this bustling hub, every check-in and check-out, every guest query, and every complaint is an opportunity to demonstrate our commitment to excellence in guest service(Enz et al.,2000).
My role, encompassing a broad spectrum of responsibilities (Jooss et al.,2019), demanded procedural expertise, agility, empathy, and a strategic understanding of the broader hotel operations. This dynamic environment was both exhilarating and demanding, pushing me to apply what I had learned academically at the University of Wales Trinity Saint David (UWTSD) and build upon my previous experiences from my time at the Hilton in London in 2020 and my previous placement at this hotel (Delta,2024).
I was momentarily taken aback when I faced a guest's complaint (Tantawy et al.,2000) about the air conditioner being too noisy and causing discomfort due to the draft. The immediacy and personal nature of the guest's discomfort struck a chord, highlighting a gap between my academic learning and the realities of front-line guest services. The feeling of uncertainty (Gilead et al.,2022) was a stark reminder of the complexities inherent in hotel operations, where not all variables are within one’s control. This moment of doubt was not just about a malfunctioning air conditioner but a test of my ability to empathise, respond, and resolve under pressure (Hammond,2000). 
Evaluating this situation more deeply, I recognised it as a crucial learning moment. At its core, the hospitality industry is about people serving people (Ipe,2008). Thus, being prepared extends beyond knowing the operational playbook; it is about being equipped to oversee the unpredictable human element of our work. 
My initial hesitation to address the guest's complaint (Barlow et al.,2008) illuminated a significant area for personal growth: bridging the gap between theoretical knowledge and practical application, especially in unforeseen circumstances that directly impact guest satisfaction (Smith et al.,1999). 
This incident necessitated a deeper analysis of my approach to problem-solving within the guest services domain. Shadowing Andrew, who adeptly balances administrative duties with dynamic guest interactions, provided a model of the competencies required to excel in this field. It became evident that the foundations of effective guest service (Kainthola, 2021) lie in a delicate balance of communication, teamwork, and a robust understanding of hotel systems. The air conditioner complaint served as a poignant reminder that technical knowledge is as crucial as interpersonal skills. Practical problem-solving is about fixing a technical fault and swiftly navigating the hotel's resources to deliver a solution that reinstates guest comfort and trust (De Carvalho et al.,2016).
Reflecting on this experience (Ryan, 2015), I realise my journey in the hospitality industry is continuous learning. While I have made strides in developing my communication and teamwork skills (Goltz et al.,2008), the incident with the air conditioner has highlighted a critical area for further development: my technical acumen and the confidence to manage guest complaints proactively in the hospitality industry, where guest satisfaction is paramount, having a comprehensive understanding of the hotel's systems and an arsenal of solutions for common issues is indispensable. This realisation is not an endpoint but a stepping stone toward becoming more adept at navigating the complexities of guest services with assurance and competence( Boon,2007). 
To address these gaps, I plan to:
· Undergo Technical Training: Participate in training sessions on the hotel's technical systems, including HVAC (Heating, Ventilation, and Air Conditioning), to better understand how to troubleshoot or explain issues to guests (Levitt, 2013). 
· Develop a Protocol for Handling Complaints: Work with the management team to create or refine a standard operating procedure for guest complaints, ensuring a swift and effective response (Cook,2012).
· Enhance Communication Skills: Continue to develop my communication skills, focusing on empathy and clarity when dealing with frustrated guests (McKenna et al.,1999).
· Engage in Role-Playing Exercises: Practice responding to guest scenarios through role-playing exercises to build confidence and improve problem-solving abilities (Bowman, 2010).
· Seek Feedback and Mentorship: Regularly seek feedback from supervisors and peers to identify areas for improvement and learn from experienced colleagues (Gallacher,1997). 
· Continuously improving my technical knowledge of hotel systems
· Enhancing my problem-solving skills through training and practice.
· Developing a guest-centric approach focusing on empathy and effective communication (Hamadziripi, 2023),
My primary objectives for this placement included enhancing my understanding of guest service operations, developing work-based skills such as communication and teamwork, and improving my ability to manage and exceed guest service expectations (Zeithaml et al.,1990).
This experience, coupled with my academic studies and previous industry experience, has contributed significantly to my understanding of the hospitality industry's nuances.
The incident with the air conditioner complaint and my shadowing experience have underscored the importance of work-based skills (Ellström et al.,2014). 
Effective communication (Mackenzie et al.,2009) addresses guest complaints and ensures the team operates cohesively. Teamwork, especially in a high-pressure environment like the Front Office, ensures that tasks are completed efficiently and guest needs are promptly addressed. Task management is also vital, enabling one to prioritise and manage multiple responsibilities simultaneously (Mackenzie et al.,2009). 
Returning to the issue encountered during my placement, his situation assessed my problem-solving skills and highlighted the need for a deeper understanding of the hotel's technical aspects.
Applying theories like the Service Recovery Paradox (Fayos-Gardó et al.,2017) can be beneficial to improve the handling of such complaints. This theory suggests that a well-handled complaint can result in higher guest satisfaction than if the service had gone smoothly in the first place. Implementing a structured complaint resolution process, training staff in technical aspects of hotel operations, and empowering employees to make decisions can enhance guest satisfaction.

Conclusion
In wrapping up my reflective journey (Haque, 2023) at the Front Desk of Delta Marriott Swansea, I have navigated an intricate web of experiences that have significantly broadened my understanding of the hospitality sector. Serving as the epicentre of hotel operations, this position has been a crucible for personal and professional growth, weaving together lessons in operational efficiency, guest relations, and the nuanced dance of managing a team in real-time. 
Throughout this period, I have been privileged to gain a comprehensive insight into the multifaceted nature of hotel management. From the operational challenges of ensuring a seamless guest check-in and check-out process to the interpersonal intricacies involved in addressing and resolving guest complaints, each aspect of my role has contributed to a deeper understanding of what it truly means to excel in hospitality management. 
This dynamic environment has assessed my ability to think on my feet, communicate effectively with a diverse range of guests, and work collaboratively with team members to uphold the ambitious standards of service that Delta Marriott Swansea is known for.
The need to combine theory and practice has also been a constant element in my experience. Academic theories and frameworks provided a solid foundation but only came alive when applied to hotel operations. This understanding has made me appreciate my comprehensive education at the University of Wales Trinity Saint David and identified areas for additional development and learning.
My experience also shows the need for constant learning and adaptability in hospitality. Professional development must be proactive due to rapid change and changing guest expectations. I plan to study technology integration, customer experience management, and leadership. These areas offer possibilities to improve my abilities to help hotels succeed and confidently navigate the hospitality industry. My career at Delta Marriott Swansea Front Desk has been prosperous in challenges, learning, and success. It reinforces that hospitality carefully balances operational excellence and the human touch. For the following stages of my professional development, I am grateful for this experience's firm foundation, allowing me to grow, create, and lead in the hospitality sector with enthusiasm and precision.
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