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Reflective Journal 
As part of my academic placement to complete my degree, I have been allocated to the Marriott Hotel Swansea's hotel administration division. This Swansea hotel is a well-known example of a top-notch four-star establishment and is conveniently located in the city centre (Delta Hotels Marriott, 2023). By choosing to work at this hotel as part of my placement process, I have significantly improved my skill set, but I have also missed out on some significant opportunities. Communication skills, time management skills and working well under pressure, leadership skills, and teamwork skills are just a few of the abilities I've developed through working on a placement at the Swansea Marriott Hotel for this hotel administration degree (Herrity, 2023). Along with these abilities, I have also acquired some significant company management experiences in the areas of sales, human resources, finance, revenue management, social media/communications, employee morale, and managing customer relationships, among others (John W. O’neill, 2014).
Being a front desk employee may be both challenging and fulfilling. Customer-facing operations like sales, customer service, and marketing happen in the front office of a hotel. Employees in this position assist clients and customers in locating the goods and services they require by interacting with them, responding to their inquiries, and aiding them (Indeed Editorial Team, 2023).
A helpful framework for reflecting on experiences and learning from them is the Graham Gibbs reflective model. Description, feelings, evaluation, analysis, conclusion, and action plan are the model's six steps (Gibbs, 1988). Using the Gibbs reflective model, the following is my analysis of my experience working at the Swansea Marriott hotel front office department:
Description 
It takes a diverse set of abilities to work as a receptionist in a hotel's front office. As the hotel's receptionist, it was our job to greet visitors and make them feel special and at home. This required being approachable, cordial, and constantly available to address any queries or worries that visitors could have. It also entailed being knowledgeable about the facilities, services, and nearby attractions so we could assist visitors in planning their stay.
Another crucial aspect of the job was checking guests in and out of the hotel. This included confirming their reservations, receiving money, and issuing hotel keys. To avoid guest unhappiness, it was crucial to complete this process accurately and quickly. I observed my team members to be detail-oriented to make sure that the relevant data was gathered and accurately recorded.
Another important part of working at the front desk was answering phone calls. On the phone, where the guest frequently made their first impression of the hotel, it was crucial to speak with courtesy, professionalism, and efficiency. I needed to communicate clearly, actively listen to the queries and concerns, and provide them with a helpful and correct responses.
My work also included processing payments, which was essential. This involved getting paid for the services that visitors used during their stay, including food and drink costs and hotel taxes. Here, accuracy and meticulousness were essential because any errors could lead to financial inconsistencies and disgruntled visitors.
Responding to consumer concerns was vital. It was our duty to pay attention to visitors' complaints, express regret where necessary, and collaborate with other staff members to address the situation and come to a suitable conclusion. This required problem-solving, good communication skills, and a willingness to go above and beyond to assure guest happiness.
(John Bratton, 2012).
Feelings 
I was excited to begin placement at the hotel's front office. It was thrilling to think of getting to engage with people from all cultures and social backgrounds. I anticipated interacting with visitors and making sure they had an enjoyable stay. In spite of my joy, I occasionally experienced anxiety and overwhelm. Being one of the first people that guests interacted with, it was our job to make sure that their stay was relaxing and stress-free. This frequently required handling trying circumstances including troublesome visitors, demanding questions, and complaints.
The hotel was frequently crowded at popular times, such as holidays and weekends, and there were queues of guests waiting to be served. This put a lot of pressure on us to work swiftly and effectively while yet providing excellent service, and I frequently found myself stressed out. 
But as time went on, I learned how to deal with my worry and challenging circumstances. I developed my ability to set priorities, assign duties, and maintain composure under pressure. I also sought input from my co-workers who provided helpful encouragement. (David K. Hayes, 2005)
Evaluation 
The challenging experience of working in a hotel front office helped me acquire a variety of abilities that have been useful. I learned from my experience that the position required a lot more than just strong organisational and communication abilities. It required a great deal of endurance, empathy, and resilience. 
Dealing with guests who were displeased, had concerns, or were tough to deal with required patience. Key skills included listening intently to visitor issues, empathising, and developing solutions. It was also important to maintain composure and cool under pressure. This requires a lot of understanding, patience, and quick thinking.
The role also required empathy. I had to consider the viewpoint of the visitors and put myself in their place. We were able to make them feel at home by empathising with them and establishing a warm and welcoming environment.
Another crucial ability I gained while working at a hotel front desk was resilience. I developed the ability to maintain concentration, persevere in trying circumstances, and recover quickly from failures. This needed a lot of mental fortitude and the capacity to remain upbeat under trying situations.
Analysis 
Throughout my time there, I picked up a few worthwhile lessons that have benefited me on both a personal and professional level. I learned the value of being prepared and effective when responding to customer inquiries. I also became aware of how crucial effective communication is in this position. To make visitors feel valued and respected, I tried hard to speak and write with clarity and assurance.
Additionally, I learned more about the dynamics of the hotel sector. The ability to deal with difficult clients diplomatically helped me advance my interpersonal abilities. I also saw the value of working as a team in the front office of a hotel since it allowed us to give our visitors top-notch service. (Hollander, 2022).
Conclusion 
Overall, it was a great and difficult experience for me to work in a hotel front office. I acquired useful knowledge and abilities that have benefited me on both a personal and professional level. But I also understood that the position wasn't for everyone and that it called for a lot of fortitude, empathy, and perseverance.
Action plan 
In the future, I intend to apply the knowledge and abilities I have received to sharpen my communication and customer service abilities in order to increase my professionalism and effectiveness in my position. Creating unforgettable experiences for visitors is the focus of the hotel sector. By honing my customer service abilities, I can give visitors a unique and memorable experience that will keep them coming back.
To increase my understanding of the hospitality sector, I intend to participate in conferences, workshops, and training courses. I will be better able to adjust to market changes and anticipate customer wants by keeping up with the most recent trends and advancements in the business.
Last but not least, I want to use the knowledge I obtained while working in a hotel front office to improve my career in the hospitality sector (Joshi, 2023).
Contrarily, the opportunities I have missed during this placement are to comprehend and learn about the operations of human resource management and the marketing side of hospitality services.
I had to complete hotel administration tasks for my placement duty, including managing security, handling guests, observing the organization's overall operations, and performing other office administrative tasks. By experiencing these areas, I have discovered a problem which is that the organisation’s department lacks teamwork in comparison to different departments such as housekeeping and food and beverage. I feel that the main reason for this is because there is less staff within the front office department. If the managers or leaders of this organisation take the initiative to emphasise collaborative activities and reward the entire team that gives the organization's greatest efforts or performances, this problem can be resolved (Lundtorp, 2001),  (Rosenbaum & Massiah, 2011).
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