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[bookmark: _96t4xabh6img]Introduction
Delta by brand Marriott Cheltenham Chase is one of the most prominent hotels popular for its event hosting and offering high quality service. However, it faces various challenges such as high staff turnover, absence of staff in the front office and reliance on zero-hour contracts. The following log will include a reflective analysis of the hotel, as a front office manager. It will further include the reflection on experience and personal development, Critical analysis of work based skills and technical knowledge and organisational issues. Gibbs reflective cycle is used as base for the reflective work.

[bookmark: _vhyl0ozf57od]Section 1: Reflection on Experience and Personal Development
During my placement in the delta hotel, I was playing the role of supervisory position in the front office. I found out that the assistant manager had been covering the duties of the front office manager, as the role was vacant. I also observed the team struggling with staff shortage, managing high guest expectations, and further dealing with numerous events. The recent resignation of senior operations staff and some supervisors further complicates the situation. Despite these challenges, the team remains dedicated and cohesive, handling complaints effectively by escalating unresolved issues to the General Manager. At the beginning, I was submerged by the fast-paced environment and high expectations. As time passed, I was able to adapt and began to appreciate the teamwork and dedication of the staff. There was a sense of accomplishment within me when I could contribute to resolving the guest issues and further improving service efficiency.  While working in the supervisory role I came to know about the importance of effective communication, quick problem-solving and adaptability. While there were challenges related to high employee turnover and understaffing, the experience taught me the value of a supportive team environment and leadership. It came to my knowledge about the various skills required in the guest service operations such as multitasking, team coordination, and conflict resolution. The industry knowledge and academic knowledge I had helped me to tackle these challenges effectively. The placement in the delta hotel was a crucial experience for developing my guest service skills and technical knowledge. I recognised the need for improved staff management practice and the importance of service standards even under pressure.

[bookmark: _zhddrsjgm68e]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Work-based skills and technical knowledge are very crucial in a guest service industry (ASET, 2017) . During my experience in the hotel I observed various key skills and their relevance. The foremost skill I observed is clear and effective communication, it is important to maintain good communication with the guest and team members. For instance, in order to handle a guest's complaint about room cleanliness requires clear communication to understand the issue and coordinate with housekeeping for proper resolutions. The next skill which is required is teamwork, effective teamwork was needed to manage the front office operations, especially during rush hours (Bardi, 2010). The assistant manager’s ability to direct and assign tasks and support teams ensured smooth operation. Another important skill that is required is the skill of problem solving, in the guest service area, various problems are bound to arise.  Quick problem- solving skills were necessary to address guest issues promptly (Fallon, & Rutherford2010). For example, resolving a booking error required immediate attention and coordination with multiple departments. Along with the work based skills, technical skills are also very important while providing front office hotel services. It is important to understand the hotel booking system and guest preferences which helps in providing personalised service and managing guest expectations.
Section 3: Reflection on Organisational Issues
During my placement in Delta I identified multiple organisational issues. The first issue that I noticed was the understaffing in the front office, leading to delays in guest check-ins and check-outs. This situation affected the department's performance and guest satisfaction. The understaffing resulted in longer wait times for guests, which could potentially lead to dissatisfaction and negative reviews. It also put additional pressure on the existing staff, affecting their morale and efficiency. In order to tackle this situation various initiatives are required which include implementing a more robust staffing plan, including hiring part-time staff during peak times, could alleviate this (Hagg, 2013). Additionally, regular training sessions for staff to handle multiple roles can improve efficiency and service delivery. Moreover, using technology to streamline check-in and check-out processes can reduce wait times and improve guest experience. Another issue that I noticed is the resignation of some supervisors. This affected the team adversely, there was not a proper body to manage the workforce. The implementation of the 0-hour contract is also one of the issues in the hotel, this contract allows the employee to leave whenever they feel like because they do not have the obligation to meet working hours (Casado, 2012). This can lead to reduced inefficiency in the business.



[bookmark: _3mewj8x7dim]Section 4: Future Action Plan
A future action plan is a road map for improving the desired skills gap or any task that needs to be completed in order to accomplish your goals. It helps an individual to distribute the process into actionable assignments based on a timeline (Rughubalan, 2009).
A detailed future action plan is provided below for improve of skills which are required in hotel services, along with time period for completion of task
	Skills
	Action 
	Resources 
	Time

	 Communication
	Enhance 
communication skills through workshops and practical experience.

	· Enroll in courses focusing on guest service management.
· Attend industry conferences and seminars. 
	The time i will be on my communication will be 6 months

	Teamwork
	Foster better teamwork by participating in team-building activities and leading small projects. 
	· Enroll in courses focusing on guest service management.
· Attend industry conferences and seminars. 
	It will be completing this task in about 3 month

	Task Management
	Improve task management skills by learning from experienced supervisors and using task management tools. 


	· Seek mentorship from experienced professionals in the hospitality industry.
· Enroll in courses focusing on guest service management
· Attend industry conferences and seminars. 
	I will complete this action in around 3 months

	 Personal Skills: 
	Develop personal skills like patience and empathy through guest interactions and feedback sessions. 
	· Implement feedback from supervisors and peers to continuously improve performance. 
	I will complete this action in around 3 months

	Guest Services
	Stay updated with the latest trends in guest services and apply best practices in daily operations
	· Online sources
	On a regular basis

	Time management
	Distribution of time evenly for each task and completing it within time frame
	· Seek mentorship from experienced professionals in the hospitality industry.
· Enrol in courses focusing on guest service management
· Attend industry conferences and seminars. 
	I will complete this action in around 3 months




Table 1: Action plan
(source: created by learner) 
[bookmark: _66rygbcbtr7m]Conclusion
It can be concluded that the placement in the hotel delta by Marriott Cheltenham Chase was very challenging and interesting. During my initiation in the hotel there were various issues that needed to be addressed. The experience turned out to be very important for developing my work-based skills, technical knowledge, and understanding of guest service standards. It highlighted the importance of personal and vocational development in shaping my future career aspirations within the hotel guest service industry. The experience reinforced the need for effective communication, teamwork, and problem- solving skills, which are essential for delivering high-quality guest services. It is important to improve the skills required in the guest services, the action plans can help to achieve the skills gap currently present. Addressing organisational issues such as Rota management and zero hour contracts is crucial for improving staff stability and guest satisfaction, ultimately contributing to the hotel delta success. 
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