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Delta Hotels by Marriott
[bookmark: _Toc159313532]Introduction:
Delta Hotels by Marriott, Birmingham | Five Ways, located at 12 Hagley Rd, Birmingham B16 8SJ, stands as more than just a hotel; it's a haven for seamless hospitality and extraordinary guest experiences. Irrespective of whether you are here for business or pleasure, each and every aspect of your stay has been thoughtfully planned to enhance your experience. When you walk through our doors, our devoted staff of guest services representatives is ready to meet all of your requirements from the minute you sit down. Our goal is to exceed your expectations in every way, whether it is through the arrangement of transportation, the provision of recommendations regarding the surrounding area, or the guarantee that your room will be a haven of comfort. We at Delta Hotels by Marriott, Birmingham | Five Ways are aware that the genuine essence of hospitality comes in the tiny gestures and personalised attention that we provide to our guests. We strive to make your stay with us an experience that you will never forget that you will never forget.
[bookmark: _Toc159313533]Section 1: Reflection on Experience and Personal Development:

· [bookmark: _Toc159313534]Enhanced Communication Skills:
My proficiency in communicating with all types of individuals, including visitors and colleagues, has been considerably enhanced through my employment at Delta Hotels by Marriott in Birmingham (Peacock 2007). My communication skills have been refined to guarantee lucidity and comprehension in every interaction, including delivering exceptional customer service, promptly resolving issues, and collaborating with team members on projects.
· [bookmark: _Toc159313535]Cultivated Problem-Solving Abilities:
A multitude of challenges are encountered on a daily basis due to the dynamic nature of the hospitality industry. Solid problem-solving abilities have been honed during my tenure at Delta Hotels; these abilities empower me to generate innovative resolutions to unforeseen challenges and think critically and rapidly (May 2007). In addition to enhancing my job performance, this experience has fortified my self-assurance when confronted with obstacles in diverse domains. 
· [bookmark: _Toc159313536]Fostered a Commitment to Continuous Improvement:
My commitment to ongoing development has been ingrained in me through my experience in a fast-paced, customer-centric setting. I've adopted a perspective of perpetual improvement and advancement, which includes soliciting feedback from patrons to enhance their experience, proactively acquiring new competencies, and actively engaging in training and development initiatives facilitated by the hotel. Beyond enhancing my work performance, this dedication to personal and professional growth has also contributed to the enrichment of my life experiences as a whole (Schaufeli 2008). 
[bookmark: _Toc159313537]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge:

· [bookmark: _Toc159313538]Technical Proficiency in Hotel Systems:
Operating a contemporary hotel such as Delta Hotels by Marriott necessitates adeptness in a multitude of software applications and technical systems (Ahuja 2001). It is imperative that personnel possess the necessary skills to operate reservation systems effectively to oversee bookings, point-of-sale systems to process transactions, and property management systems to manage visitor information and room allocation. A comprehensive understanding of these tools not only enhances operational efficiency but also promotes effective interdepartmental communication, thereby guaranteeing smooth coordination in order to provide outstanding service to patrons. 
· [bookmark: _Toc159313539]Hospitality Industry Expertise:
It is expected that personnel affiliated with Delta Hotels by Marriott possess an all-encompassing comprehension of the hospitality sector. This consists of familiarity with the operations, amenities, and services of the hotel. It is imperative that they possess knowledge of Marriott's protocols and standards in order to guarantee compliance with brand guidelines and uphold the integrity and excellence of client experiences (Moret 2020). In addition, maintaining knowledge of nearby attractions, occasions, and dining establishments empowers personnel to provide insightful suggestions and augment the overall experience of visitors.
· [bookmark: _Toc159313540]Customer Service Excellence:
[bookmark: _GoBack]Delta Hotels by Marriott in Birmingham demands outstanding customer service abilities. It is imperative that personnel possess the capacity to engage in effective communication with patrons, comprehend their requirements, and deliver tailored service in order to guarantee a favourable encounter. This requires promptly and professionally responding to inquiries, resolving complaints, and anticipating the needs of guests (Matey 2024). Maintaining composure while providing exceptional service is of the utmost importance in this fast-paced setting.
[bookmark: _Toc159313541]Section 3: Reflection on Organisational Issues:

· [bookmark: _Toc159313542]Communication and Coordination:
A notable organisational concern that emerges is the imperative for enhanced staff communication and coordination at Delta Hotels by Marriott, Birmingham (Buonocore2012). Effective communication is critical for visitor service operations to ensure that requests are addressed promptly and services are provided efficiently. This may entail the establishment of more transparent channels of communication, periodic team gatherings, and instructional initiatives centred on efficacious communication tactics. Furthermore, the implementation of interdepartmental coordination protocols can contribute to the optimisation of processes and the improvement of visitor satisfaction as a whole. 
· [bookmark: _Toc159313543]Staff Training and Development:
An additional concern that necessitates consideration is the training and development of personnel. By offering extensive training programmes, organisations can enable their personnel to consistently provide outstanding visitor experiences (Daugherty 2018). This may entail providing personnel with customer service training, addressing guest complaints and inquiries, and acquainting them with the hotel's facilities and offerings. Moreover, continuous professional development opportunities can assist staff members in remaining abreast of developments in their field and augmenting their proficiency, thereby ultimately fostering a workforce that is more informed and competent.

[bookmark: _Toc159313544]Section 4: Future Action Plan:

· [bookmark: _Toc159313545]Enhanced Personalization:
Establish a method for collecting details about the preferences and comments of guests in order to personalise their experience. It is possible to anticipate wants and provide personalised services by utilising technology such as guest profiles and data analytics (Wernick 2012). These services can range from room amenities to recommendations for eating and everything in between. It is possible that this could result in increased customer loyalty and satisfaction, which will in turn lead to positive evaluations and further business. 

· [bookmark: _Toc159313546]Sustainability Initiatives:
Encourage the development and implementation of sustainable practices within the operations of the hotel, such as the reduction of waste, the implementation of energy efficiency measures, and the provision of environmentally friendly facilities (Sanvitale 2020). This can include programmes that encourage guests to engage in environmentally conscious behaviours while they are staying at the establishment, as well as collaborations with local suppliers for products that are sourced in an ethical and organic manner. Increasing the hotel's reputation and making it more appealing to environmentally conscious tourists can be accomplished through efficient communication of these initiatives.

· [bookmark: _Toc159313547]Training and Development Programs:
Invest in continual training and development programmes for staff members so that they can improve their abilities in areas like providing excellent service to guests, communicating effectively, and finding solutions to problems. These may take the form of workshops, seminars, or even online courses that are centred on topics such as cultural awareness, dispute resolution, and trends in the hospitality industry. A hotel can differentiate itself in a highly competitive market and develop a reputation for excellence by providing its workers with the authority to consistently provide great service (Ford 2002). 
[bookmark: _Toc159313548]Conclusion:
The Delta Hotels by Marriott, Birmingham | Five Ways, which is located at 12 Hagley Rd., Birmingham, B16 8SJ, is a key part of offering excellent customer service. There is a commitment to excellence in every interaction, which ensures that visitors will be completely satisfied with their stay. Every part of the guest experience is carefully planned to go above and beyond, from the friendly greetings at the front desk to the careful attention to detail in room maintenance. The hotel staff is very professional and friendly, and they are great at meeting all of our guests' different needs and wants. Also, the departments work together smoothly to make sure everything runs smoothly and efficiently, so people can just enjoy their time in Birmingham. Finally, the Delta Hotels by Marriott, Birmingham | Five Ways, sets a bar for great guest service that everyone who stays there will remember for a long time.
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