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[bookmark: _Toc157534649]Introduction:
Going into my front office placement, along with the housekeeping and event management duties in Delta Hotels by Marriott Nottingham Belfry has been a journey of new development in administration and front office operations. This reflective diary, based on the Gibbs Model of Reflective, is designed to systematically evaluate my experiences, promoting critical reasoning, self-reflection, and deep understanding of the reflective procedure in the framework of this prestigious institution.
[bookmark: _Toc157534650]Description of Tasks and Responsibilities (Description):
In the fast moving and competitive environment of Delta Hotels by Marriott Nottingham Belfry, my responsibilities as a front house operation employee were considerable, comprising reception responsibilities, dealing with guests, customer service, concierge services, switchboard services, and financial obligations. I am catering with 16 hours, 2 days a week at the hotel. What it meant for me was that managing reception was the face of the hotel, so I was in a good position to establish positive first impressions for arriving guests. Being involved in assistance services allows participating in providing advice and suggestions to the guests to make them more satisfied (McColl-Kennedy et al., 2015). The operation of switchboard requires a quick response to solve the queries with clear and effective communication skills with informed decision making (Giaoutzi and Scholten, 2017). Secondly, when dealing with the financial duties, the one has to cater accuracy and with credibility to sustain the hotel’s integrity (Zwaid et al., 2020). Along with the reception’s responsibilities, I delve into the activities of the housekeeping, and managing events to assist the customers with quality customer service. The responsibilities require different skills in managing different activities and operations, but my role catered with interdependence to provide better customer service. 

[bookmark: _Toc157534651]Feelings and Emotions (Feelings):
My journey at the Delta Hotels by Marriott Nottingham Belfry, I notice that the placement experience caters to combination of feelings and emotions with different sentiments. The responsibility has not only catered with great outcomes and rewards, but also added to my career development. The journey also bought some challenges, the uncertainty and ambiguous situations were catered my decision-making skills and it strengthen the skills of agility and resilience. I was awoken to an insight of how imperative efficient communication and professionalism were in controlling the different types of interactions with guests and the urge to work harder started to surface. It became clear that these skills were not just tools for efficiency but rather factors that defined the overall experience of the guest as well as their satisfaction (Pizam et al., 2016). This experience demonstrated how flexible the hotel sector is and how understanding its inner workings requires flexibility. It feels good when I communicate with customers, as reception is the first place where the customer comes, along with it to cater customers it feels great and encompasses a feeling of integrity whether it’s the reception, housekeeping, or any event which I managed. 
[bookmark: _Toc157534652]Evaluation of Performance and Skills (Evaluation):
Working on my ability to critique my performance during the placement, I have identified strengths in a number of situations. The capacity to respond to challenges quickly, multitask, and coordinate interpersonal conflicts demonstrated my area of expertise in front office operations. These strengths not only played a crucial role in ensuring efficient performance of daily operations but also improved the guest’s experience.  I came to the conviction that, particularly during hectic periods, I should try to improve my time management skills. The front office environment was fast paced, and so this epitomized the need for efficiency, and therefore, this was one of the areas I had to address in my continuous learning and skill enhancement. This awareness of self and commitment to personal growth was the basis of my proactive attitude to addressing complexities in the work and achieving impeccable service standards for the guests of Delta Hotels by Marriott Nottingham Belfry (Bakker, 2015).
[bookmark: _Toc157534653]Impact on Understanding of Front Office Role (Analysis):
The analysis of my placement experience’s influential deep score implies the primary importance of the front office area in determining the whole guest experience of Delta Hotels by Marriott Nottingham Belfry. Experience with customers and co-workers have offered more than just practical knowledge on the operational side of the business, and have instead changed the understanding of customer service as a living, deeply personal process. I have also become aware of the importance of the front office as a reservoir of operational effort that yields the result of a positive guest experience and understanding how carefully balanced each of these interactions must be to achieve guest satisfaction.
[bookmark: _Toc157534654]Ethical and Cultural Considerations (Conclusion):
The degree of enlightenment that I have received from dealing with the issues of ethics and culture within the dynamic setting of the Delta Hotels by Marriott Nottingham Belfry is a working highlight of my work placement. The events outlined the utmost need for sensitivity and inclusivity in the provision of a peaceful guest experience. Incidents that required ethical decision-making provided the attention-grabbing evidence of how important ethical practice is for all aspects of front office operations (Vraim, 2019). Based on this, it is concluded that ethics and culture awareness is not just an organizational policy but rather part of the very fabric of satisfying the guest (Schuler et al., 2017). This has made me realize the importance of holding and practicing these values in my future career ventures within the hospitality industry.
[bookmark: _Toc157534655]Key Lessons Learned and Action Plan (Action Plan):
The importance of communication and communication, ability to adapt, and a customer-first attitude becomes clear as the key takeaways. As I continue, my action plan will entail coming up with the plans on how to improve in future. These include improving time management, better communication, to name a few, and more training pertaining to the use of the relevant software systems to work well with Delta Hotels by Marriott Nottingham Belfry.
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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	
Reviewer: Daphne York
Date of Review: December 2023
Dear Daphne York,
It is with utmost pleasure that we thank you for taking your time to inform us about your positive experience with Delta by Marriott Nottingham Belfry. It is genuinely gratifying for our team to be given such positive and uplifting feedback.
This comment about our staff and facilities is much appreciated. We endeavour to render all our visitors a unique and pleasant stay, and we are proud to say that we managed to make your stay a special one.
We will pass on your compliments to the team members who made our organization provide you with a pleasant experience. Your response motivates us to achieve the same high level of service we strive to offer.
We are eager to see you again at Delta by Marriott Nottingham Belfry and enjoy another bout of staying in our luxury accommodation.
Best regards,
Rehan Shah
General Manager
07477192298 Rehan.Shah@DeltaMarriottNottinghamBelfry.ac.uk
Delta by Marriott Nottingham Belfry



	

	

	

	

	Letter of complaint response 500 words +/- 1-%

	
Guest: Mrs. Joanna Blake
Dear Mrs. Blake,
I am writing in response of your letter and I really want to apologize for the inconveniences you faced. You and your opinions matter to us, and we assure you that with dedication we would like to neutralize the complaints that you have put for the consideration.
With regret, the problems which came into my consideration is with the cleanliness, disturbed Wi-Fi services and other interruptions. I assure you that these problems get solved and we will investigate them in detail and solve it with corrective actions. 
As a gesture of our regret and to compensate you in your visit next time, we would like to offer you [compensation or complimentary service]. I realize that this may not completely counteract the effect that your encounter had, but we want this to show our intent to right the wrongs.
I am pleased to hear that you are transparent in raising these issues and I would like to be able to discuss your complaints. I would appreciate if you can reach me directly via 07477192298 or Rehan.Shah@DeltaMarriottNottinghamBelfry.ac.uk.
We really appreciate your patience, and we hope we will be able to change your opinion about our services.
Warm regards,
Rehan Ali Shah
General Manager
07477192298 Rehan.Shah@DeltaMarriottNottinghamBelfry.ac.uk
Delta by Marriott Nottingham Belfry




Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	
The customer service skills that are found in front office operations dominate the field of front office operations, where positive guest experience is based on these skills (Secchi et al., 2019). Extraordinary customer service is beyond meeting guest expectations. Recognizing the importance of this ability, I was able to see its uses in real life during my enriching placement at Delta Hotels by Marriott Nottingham Belfry. Working with guests and the team that is fully committed, one comes to realize that every interaction is a chance to make the moments last. This is seen in a touching instance when a guest had arrived early and our team through communication and empathy managed to accommodate the request but to take it a notch higher, they organized early check in leaving a lasting positive memory (Davras and Caber, 2019). This real, life situation demonstrates the practical and concrete way in which the customer service skills lead to guest satisfaction and loyalty, which is one of the most important aspects for the hospitality industry. Furthermore, customer service is more than just transactions; it's the capacity to anticipate and seamlessly fulfil each person's demands (Adesinaand Chinonso, 2015). However, in the dynamic hospitality environment, where guests’ expectations are constantly changing, the capacity to exceed guest’s service expectations and to be more personal and attentive becomes the key to a successful hotel operation. It is the dedication to providing extraordinary service and experiences that not only satisfy the needs of the esteemed guests at the moment but also leave a positive impact on them that would lead to loyalty and the practice of repeating the visit (Cetin and Walls, 2016). Basically, the customer service skills turn to be the very catalyst that makes ordinary interactions become memorable, influencing the general view of the hotel and creating a huge contribution to its reputation within the industry.

	
Key Skill 2 – Communication Skills 


	
Communication skills play a pivotal role in the front office of a hotel where the work environment is fast and dynamic. Communications helps with arranging events when catering to guests and customers. Clear communication is essential as it makes for smooth interactions with guests and colleagues, thereby, contributing so much to the guest experience (Torres, 2016). In my placement, I witnessed a particular incident that clearly highlighted the need for proper interaction between the hotel and its guests. In this case, a visitor mentioned a particular dietary need that needed to be addressed and given immediate attention and coordination. Using my communication skills, I efficiently coordinated with the kitchen staff, passing the message to the guest’s needs and seeing that the requirements of dietary preference are met. This practical exposure also brought out the importance of communication skills in filling the gaps between the members of the front office team, and in creating an interactive environment. It is an illustration of how effective communication acts as a focal point in providing personalized and concerted service to customers, enabling the front office services to achieve success. 

	
Key Skill 3 – Organizational Skills 


	
One of the memorable incidents that clearly represent the importance of organizational skills in my placement is: However, I ended up being the person dealing with simultaneous check-ins, which happened when the hotel was at its busiest due to the influx of guests. This skill of task organizing and prioritizing became a necessity in maintaining smooth and easy access to the check-in process (Block, 2016). Through mastering multi-tasking upon verifying guest information, coordination with the housekeeping for room readiness, and answering to the guest questions, the front office was able to keep its operational flow smoothly. Organizational skills go further than means of surface level organizing of tasks; they are holistic in nature and encompass time management, multitasking and detail-oriented nature (Mark, 2022). In a fast-paced setting of a hotel front office, such skills become pivotal tools that help professionals to tackle even more complicated situations with unparalleled accuracy and agility. In addition to preventing delays and obstacles, well-planned and executed job execution also guarantees visitor happiness (Mubarak, 2015). The organization of functions in the front office may be seen as an aid to guests who arrive with diverse needs and expectations; this is supported by the intelligent use of organizational skills. In addition, the ability to be organized is the keystone that promotes harmony among various elements of the front office operation (Chams and García-Blandón, 2019). It includes reservations management, cooperation with other departments, working under pressure, and more; the skill to be organized is the base of quality service. It is the delicate balance between these skills that differentiates the front office from a mere operating department to an organized, high-performing station, capable of delivering high-quality service when the environment is turbulent and unpredictable. In reality, organizational talent becomes a reflection of the front office personnel’s ability to adapt and persevere despite the challenges posed by the ever-changing dynamics of the hotel industry.


	
Key Skill 4 – Problem Solving Skills 


	In the fast-paced hospitality sector, the capacity to consistently address problems has emerged as a critical competency that is essential to the efficient functioning of front office activities. The challenges that front office staff face as highlighted by Black et al. (2022) are issues that are unforeseen and require speed, agility, and the right resolution. Being adaptable in problem-solving is important because it ensures that, the various tasks and responsibilities in the front office are coordinated efficiently, through which guest satisfaction is achieved and the efficiency of hotel operations as a whole is realized. This skill is not just a response to the challenges but the proactive strategy to react to challenges as they come up thereby improving the guest satisfaction and also preserving the hotel’s service quality.
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