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[bookmark: _Toc181649657]Introduction
Delta Marriott Hotel Swansea is committed to providing high-quality services to guests with enhanced attention ensuring quick solutions to problems. The responsibility of the Front Office department is to handle guests' appointments, reply to inquiries, and deal with their complaints.
Learning Objectives for Placement:
· Observe and understand operational procedures within the Front Office.
· Develop practical skills and technical knowledge for managing guest expectations.
· Enhance communication, teamwork, and problem-solving abilities through hands-on experience.
· Identify and analyse guest service challenges, proposing practical improvement solutions.


[bookmark: _Toc181649658]Section 1: Reflection on Experience and Personal Development
Following a particular supervisor in the Front Office allowed me to get acquainted with the required skills and knowledge to perform at the level of guest service expectations. Applying Kolb’s Learning Cycle (1984), I moved through the stages of Concrete Experience, Reflective Observation, Abstract Conceptualisation, and Active Experimentation to deepen my understanding of each interaction (Idkhan & Idris, 2021).
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Figure 1: Stages of Kolb's Model of Reflection (Idkhan & Idris, 2021)
In the Concrete Experience stage, I observed supervisors handle a range of guest interactions, from inquiries to complaints, noting their approach to communication and problem-solving. The example was some guest asking about early check-in because he was busy. My supervisor had to describe the availability of rooms and keep the guest informed that he could use hotel facilities while waiting for a room; he had to organise the storage of his luggage too. This has shown that flexibility and effective communication are vital in the Front Office. 
Reflecting on this experience (Reflective Observation), I recognised that managing guest expectations requires a balance between providing service and setting boundaries politely. Previous placements of mine had related to general service standards; watching the supervisor made me realise how crucial it is to adapt to individual guest needs that are not in any manual (ASET, 2017).
In the Abstract Conceptualisation stage, I connected my observations to concepts like emotional intelligence and guest-centred service which are central to hospitality. I also learned about guest satisfaction theory in my academic education in customer relations.
Finally, in the Active Experimentation stage, I applied these insights in small interactions, refining my ability to handle similar situations independently (Bardi, 2010). The above structure of the reflective process also helped me develop my interpersonal and individual skills related to guest service in a professional environment.
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Professional competencies and technical knowledge are fundamental to meeting guests’ expectations. These skills were part of my learning through Kolb’s Learning Cycle where I observed practical situations, reflected on them, and applied what I learned.
During my training, I learnt about several skills. Communication was the most important one; especially when dealing with complaints (Casado, 2012). For instance, in the Concrete Experience stage, I saw a supervisor accommodating a guest who arrived early for check in by explaining that their room was not ready early but provided a list of amenities the guest could use, and provided a secure place to store the guest’s luggage. This proved work-flow need to be problem-solver, or be ready to consider solutions in the Front Office administration. 
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Figure 2: Placement Hotel (Source: Self- Captured)
These I learnt during Reflective Observation where I realised that the need for clear and empathic communication can defuse what could be a tense situations and improve on guests’ experience. I saw how interpersonal skills are best applied when dealing with unfriendly guests including explaining a delay or responding to a sudden demand for a specific room. In other words, how this communication is done has a direct bearing on guest satisfaction outcomes in that simple, courteous, and empathetic communication can diffuse a tricky situation. What I centred on was being able to gain mastery in the appropriate ways of putting and the tonality to keep professionalism. It became especially important during the time when guest interactions were more frequent and checking-in, for instance, to ensure there wasn’t confusion amidst the high traffic (Hagg, 2013). 
In the Active Experimentation stage, I applied what I learned by handling smaller guest interactions independently. This reassured me that the technical competencies coupled with interpersonal communication, are key to meeting guests’ needs perfectly (QAA, 2018). I also supported the Front Office team during rush hours with various tasks such as updating records. This involved sharp focus as well as knowledge of the booking system.
Kolb’s cycle was useful for gaining a working knowledge of how work-based skills and technical knowledge support guest service standards. I gained an even deeper appreciation for the intricacies of guest service operations and armed myself with practical skills and knowledge for a successful career in hospitality with observation, reflection, conceptualisation and experimentation.
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While observing issues, the Herzberg’s Two-Factor Theory helped understand that the proactive measure can be satisfiers in raising the guest perception and dissatisfier in preventing complaints. Also according to the Service Quality Theory, it is crucial to avoid guest dissatisfaction by defining the expectations of the guests. As applied this I proposed an idea for a ‘guest expectations checklist at check-in that would minimises confusion and facilitate better functioning by explaining lengths of wait and standards of service expected from the guests..
Observing Kolb’s Learning Cycle, I realised that every stage provided a systematic way of approaching and learning from the issue. In the Concrete Experience stage, I directly observed the supervisor manage the unexpected nature of the complaint (Wood, 2013). Moving into Reflective Observation, I noted that while the supervisor’s response met the guest’s needs, it revealed an opportunity for preventive measures, such as setting clearer expectations.
In Abstract Conceptualisation, I connected this experience to Service Quality Theory, which emphasises proactive service to prevent dissatisfaction. Sensing the need for such boundaries, I suggested that letting guests know what they can expect from the services upon their check-in might help reduce this kind of situation (Fallon & Rutherford, 2010). This strategy would enable the staff to continue their operations while improving the guest's experience as well.
Finally, in the Active Experimentation stage, I discussed with the supervisor the idea of providing guests with guidelines about meal times and reheating requests. I also proposed having a short pre-service talk with the Front Office staff to define again what they could expect during the meal service. The concept is consistent with Herzberg’s Two-Factor Theory since the primary aim here is to enhance satisfaction by providing staff with accurate routes for handling such demands wisely (Johnston et al., 2012).
To avoid such problems, I propose implementing Lean Management to eliminate numerous bottlenecks in interdepartmental communication and guarantee more efficient reactions to guests’ requests. With these problems solved in advance and improving team cooperation, the hotel will be able to continue the provision of high-quality services and reputation.
From this incident, I learned a great lesson about guest expectations and the importance of having very clear service guidelines. By being proactive in planning and having excellent communication, the hotels can enhance guest satisfaction and organisation efficiency, which are critical success factors for hotels (Vallen & Vallen, 2014)
.



[bookmark: _Toc181649661]Conclusion and Action Plan 
From my placement in guest services, I obtained a clear understanding of the competencies needed in the hospitality industry. Kolb’s Learning Cycle influenced my approach to work-based skills, subject content, and analytical skills that are important in addressing guests’ expectations. Some organisational issues including guests’ complaints provided tangible support to the central concepts of anticipatory service and communication.
In the future, I have to work on these skills to ensure greater efficiency towards guest-centric positions. I have gained a lot of knowledge in proactive service strategies and flexibility that will be significant in defining my hospitality career.
	Objective
	Specific
	Measurable
	Achievable
	Relevant
	Time-Bound

	Develop proactive problem-solving
	Identify potential issues during shifts and propose solutions.
	Track the number of proposed solutions that are implemented.
	Consult mentors on potential solutions.
	Problem-solving skills improve service efficiency and guest experience.
	Over the next 3 months

	Increase cross-departmental understanding
	Shadow other departments to learn about their service processes.
	Log hours and knowledge gained bi-weekly.
	Schedule sessions with other departments’ supervisors.
	Enhances teamwork and communication across the hotel.
	Complete within the next 2 months.
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