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The Cardiff Marriott at Mill Lane, located in the city centre of Cardiff, is a 4-star property belonging to the prestigious chain of Marriott Hotels & Resorts under Marriott International. The hotel's prime location close to major attractions and transport links earns it consistent praise for comfort and service, though it sometimes receives lower marks from reviewers on staff services. The placement was mainly in the Front Office, with observations of operations as I was limited in access to front desk systems. I also gained experience in Housekeeping and exposure to Finance. My three key learning objectives were to observe and understand strategies in the supervision of the Front Office and Housekeeping establishment, develop key administrative functions of guest relations and time management and gain an understanding of how the Finance department aids in the day-to-day running of a hotel. 
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Description 
During my training at the Cardiff Marriott Hotel, I was fortunate to be rotated through various departments, providing me with a more holistic experience. In the Front Office, I was performing the duties of the concierge welcoming guests, providing local information and keeping an observant eye on the operations at the front desk (Bardi, 2010). I could never be behind the front desk computers because of the restrictions imposed on hospitality students. I instead found myself shadowing the front desk staff as they used the PMS system (Althobaiti, Jenkins and Vaniea, 2021). In Housekeeping, I assisted with room preparation and inventory checking. My duties in C & B involved helping with setting up events and providing support and customer service during meetings and functions. In the Kitchen department, I assisted with simple preparation work and witnessed how the rest of the team worked to coordinate the meal service across departments.  
Feelings 
I began by being shy about throwing myself into the fast-paced work of accepting access to obviously more tools and gaining use of them, but I became more and more confident, wanting to learn more while interacting with colleagues and guests. 
Evaluation 
The placement stressed the significance of leadership and teamwork (ASET, 2017). Learning by seeing how supervisors efficiently organised shifts for the staff and handled operations, especially during peak check-in times and huge events, was important. Opera and other front-office administrative and communication tools were effectively employed in communication and workflow (Wen and Chen, 2024). However, I could not use any of those tools because of training limitations. One of my major strengths was communicating effectively with guests in handling a guest inquiry at the concierge desk. Another positive experience was assisting, under supervision, with the quick turnover of rooms in Housekeeping. 
Analysis 
Execution of the above tasks required quick thinking skills and good communication and cooperation (Thornhill-Milleret al., 2023). I am adapting well to interpersonal tasks. 
However, I find my limited technical knowledge of administrative systems a bottleneck.  
Conclusion 
I have well-developed communication and customer service skills but must improve my knowledge of hospitality systems and multitasking under pressure. 
Action Plan 
I will be attending training on PMS systems such as Opera and working on improving my multitasking and problem-solving skills in pressured environments for further professional development. 
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Overview of the Issue 
During my work placement at the Cardiff Marriott Hotel, I identified another human resource matter concerning training and staff development, which lacked uniformity among departments (Hagg, 2013). Training in some departments was merely brief explanations of task procedures, such as in Housekeeping and C&B, but in other departments such as the Kitchen and Front Office, no structured induction or training continued with the employee after onboarding (Casado, 2012). This lack of training adversely affects service delivery quality and company confidence, especially in the case of new or temporary staff. 
Critical Reflection and the Theoretical Context 
Training therefore forms the centre of operational efficiency and employee satisfaction. Kolb’s (1984) Experiential Learning Cycle argued that performance improvements occur only in the presence of skills application through reflection and structured experiential learning (Taneja, Kiran and Bose, 2022). However, what I observed was a gap between formal training and on-the-job learning opportunities. For example, in the Kitchen, I was not given any formal induction, relying on simply observing what others did. This, therefore, limited my ability to really help or work independently. At the Front Office, I noticed that induction differed with each shift. 
This demonstrates the presence of inconsistencies in the sphere of hospitality literature. According to Xu et al. (2022), inadequate hotel training results in employee staff turnover, low morale and inconsistent service standards. As per Villacé-Molinero, Fuentes-Moraleda and González-Sánchez (2024), a balance of formal and informal training fosters performance and retention. Marriott International promotes a ‘culture of learning’ with clear frameworks such as the ‘Marriott Development Academy’ in its global training standards, yet this was not wholly visible in practice at the Cardiff property (Özlem, 2025). 
Link to Academic Module 
This matter is pertinent to the Personnel Resourcing & Development module (Level 5), which deals with the strategic importance of training for organisational success. Training inconsistencies work against employee development and guest satisfaction (QAA, 2018). Hence, there is a need for standardisation. 
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AI Integration and Technological Advancements 
The future of hotel administration is increasingly being shaped by artificial intelligence and automation. In many instances, guest check-ins, billing and booking management have already turned into AI-powered kiosk- and mobile-app-based activities. Backoffice automation is also being explored among top hospitality groups like Marriott 
International to reduce human errors and increase efficiency (Wynn and Jones, 2022). According to Thanasas and Kampiotis (2024), AI tools are used for real-time budgeting, financial forecasting, and fraud detection, allowing staff to focus more on strategic decision-making in finance. 
Changing Guest Expectations 
Guests today expect quick, convenient and personalised services. More and more mobile devices are increasingly being used to book, check in, order services and provide feedback. As per Nguyen (2024), these digital communication tools have become a must-have to meet such new expectations including chatbots and voice assistants. This forces hotel staff to start adapting by developing strong digital skills to supplement relationship management capabilities instead of routine operational tasks. 
Impact on Cardiff Marriott Hotel 
At the hotel, roles like concierge and front desk could become more guest-oriented and technology-supported. During my placement, I observed how many administrative tasks such as manual check-ins can be automated, thus creating time for staff to offer more focused attention and personalised service to guests. In Finance, increasing use of cloud-based tools and analytical platforms may translate into less manual data input and, instead, require analytical skills (Vashishth et al., 2023). These changes immediately point to the need for continual digital training and professional development for hospitality staff in the adaptation to a tech-heavy environment. 
[bookmark: _Toc7135]Conclusion 
Placement in Cardiff Marriott Hotel offered me an insight into the operational and administrative aspects of the hospitality business. I learnt that teamwork, adaptation and observation are key components of professional growth in a fast-paced working environment of a hotel. I never had full-on experience in the Front Office as it was denied to me due to system access restrictions, so I observed and helped wherever I could while continuously inquiring about operations. These experiences partly served my learning objectives and gave me a better understanding of guest services, supervision and financial operations. The placement made me realise that hotel administration is multi-dimensional and dynamic, where coordination between departments and communication are key elements. This experience further enhanced my awareness of the day-to-day challenges faced in hotel operations as well as the need for continuous training and development. 
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