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Introduction
The Front Office at the Marriott Delta Hotel Bristol is a busy hub, managing guest check-ins and check-outs, answering questions, and coordinating with other departments. During my placement, I had the opportunity to shadow a supervisor in the morning shift from 7 AM to 3 PM. This experience gave me valuable insights into the daily administrative tasks and the challenges faced during morning operations.

Goals for Learning:

· Enhance communication and conflict resolution abilities when managing morning guest check-outs and early arrivals.
· Gain an understanding of the hotel management software that is used for everyday operations.
· Understand how to manage tasks effectively and work together with other departments.
· Think about how to grow and figure out which skills I want to improve next.

















Section 1: Reflection on Experience and Personal Development

I used Schön’s (1983) reflection-in-action and reflection-on-action model to look at my experiences during the morning shift.

Managing Early Guest Check-Ins: One morning, a flight arrived, and a bunch of guests started asking for early check-ins. The hotel was busy, and the supervisor had to keep guests informed while working with Housekeeping to speed up getting rooms ready. The supervisor used effective communication to keep guests informed about room availability and encouraged the housekeeping staff to focus on certain rooms. I saw how the supervisor stayed calm and offered reassurance, which really helped ease the guests' frustrations.

While thinking about my experiences, I realised how crucial it is to be flexible and to communicate clearly. This situation showed me that I really need to work on my skills in managing what guests expect and understanding the limits of operations. The Servqual model by Parasuraman, Zeithaml, and Berry from 1988 highlights that being responsive is crucial for guest satisfaction. This experience really showed how important it is to remain calm and resourceful when faced with challenges. My Level 4 studies in guest relations really helped me grasp what guests expect but experiencing it in a real setting was a game changer.

 Managing Breakfast Guest Flow: At busy breakfast times, guests frequently asked for help with finding the restaurant or had questions about the hotel’s amenities. One morning, the front lobby got really crowded, and the supervisor quickly got the staff together to help guide guests and give them information efficiently. This situation showed how crucial it is to work together and tackle problems before they arise. The supervisor used reflection-in-action to prioritise tasks and keep things running smoothly for guests by assigning roles that matched the strengths of the staff.

Looking back on what happened, I realised that being able to predict what guests need and sharing tasks properly are important skills. Theories of situational leadership by Hersey and Blanchard from 1988 highlight the importance of adjusting leadership styles according to the situation, something the supervisor managed to do effortlessly. This experience helped me notice how guests act and encouraged me to take steps to avoid service delays, which improved my grasp of how to run morning operations smoothly.

 Dealing with a Billing Dispute at Check-Out: During the morning shift, there were often billing disputes, and one guest questioned the accuracy of their invoice, saying there were extra charges they did not understand. The supervisor explained the charges in a calm way, offered to look over the receipts, and gave a small discount as a nice gesture. This situation highlighted how important it is to really listen and to be good at negotiating. The supervisor showed empathy towards the guest while also keeping things professional and transparent during the reflection-in-action process.

While thinking about what happened, I came to understand how crucial it is to find a balance between keeping guests happy and looking out for the hotel's financial health. The Thomas-Kilmann Conflict Resolution Model (Thomas and Kilmann, 1974) shows how a collaborative approach can be helpful in resolving disputes. This experience helped me work on my communication skills and patience, which are important for dealing with guest complaints in a safe way.














Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Work-based skills such as communication, problem-solving, and technical knowledge are crucial for effective Front Office management.

Communication and Conflict Resolution: Managing guest check-outs and handling billing disputes required clear and empathetic communication. Goleman’s (1995) emotional intelligence framework highlights that understanding and managing emotions are essential for guest service roles. The supervisor’s ability to de-escalate conflicts taught me to approach difficult conversations with empathy and confidence. This experience also emphasized the importance of clarity and active listening, key components of effective communication.

Task Management and Proactive Problem-Solving: Coordinating with Housekeeping for early check-ins and managing the breakfast guest flow demonstrated the need for strategic task management. Mintzberg’s (1973) managerial roles theory emphasizes the importance of managers being efficient organizers and problem-solvers. Observing the supervisor’s strategic delegation of tasks taught me to think ahead and organize resources effectively. These experiences have inspired me to prioritize learning how to anticipate guest needs and streamline operations.

Technical Proficiency in Hotel Software: Morning shifts often involved extensive use of the property management system for guest check-outs and handling reservations. The supervisor’s fluency in using the software efficiently was crucial for keeping the workflow smooth. My academic studies on hospitality technologies (Lashley and Morrison, 2018) laid the theoretical groundwork, but hands-on exposure during my placement highlighted the importance of mastering these systems. This experience motivated me to seek further training in hotel software to enhance my efficiency.




Section 3: Reflection on Organisational Issues

An organizational issue I observed during my placement was the challenge of coordinating with Housekeeping for early check-ins. Delays in room turnover often created tension between departments and led to guest dissatisfaction. This issue stemmed from inconsistent communication and a lack of real-time updates on room statuses.

The impact of this issue was considerable, as it disrupted the Front Office’s workflow and strained relations between departments. Herzberg’s motivation theory (1966) indicates that work conditions significantly influence employee performance and morale. The lack of real-time communication created inefficiencies and unnecessary stress for both the Front Office and Housekeeping teams.

Proposed Solutions

· Implement a shared digital platform for real-time room status updates, which could streamline communication between departments and improve efficiency (Baker et al., 2011).
· Conduct regular briefings during shift handovers to ensure all staff are aware of room status priorities and guest needs.
· Develop a cross-training program for staff to understand the workflow and challenges of other departments, promoting teamwork and collaboration.

These solutions align with theories on organizational efficiency and cross-departmental communication. Baum (2015) emphasizes the importance of interdepartmental understanding and collaboration in the hospitality industry. While the hotel’s current solution of using radio communication provided temporary relief, investing in a more comprehensive digital system would enhance overall operations.




Conclusion and Action Plan

Reflecting on my morning shift experiences at the Marriott Delta Hotel Bristol, I gained a deeper understanding of Front Office administration and the importance of work-based skills such as communication, problem-solving, and technical proficiency. These skills are crucial for delivering high-quality guest service and ensuring efficient operations.

Future Action Plan:

· Pursue further training in hotel management software to improve efficiency and accuracy.
· Develop conflict resolution skills through workshops on negotiation and emotional intelligence.
· Focus on proactive problem-solving and task management by seeking opportunities to practice these skills in real-world scenarios.

These insights have significantly shaped my professional development and prepared me for future roles in hotel management, where I can apply these skills to improve guest satisfaction and operational efficiency.
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