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Delta Hotels by Marriott Swindon is a much-acclaimed four-star hotel, located on the Pipers Way. Delta Hotels is well known and established for its excellent services with modern amenities. The hotel is popular among various groups or categories catering from business travellers to normal families and leisure travellers. The food and beverage department plays a crucial role in Delta Hotels’ success by giving the best experience to the customers. The hotel has multiple food and beverage offerings along with a variety of dining options, and accommodations such as a restaurant, bar, and room or catering services (O’Fallon and Rutherford, 2010). With the best atmosphere offered at the dine-in part, the hotel is the best place to enjoy and relax. The main objective of getting placement at Delta Hotels was to improve communication skills, enhance the ability to solve problems and understand hotel operations. This reflective report will incorporate the Gibbs’ Reflective Cycle for understanding my subjective experiences, learning outcomes and the employability skills which I have acquired and developed during this tenure. 
[bookmark: _Toc200533154]Section 1: Role Reflection 
Role Description: During my placement at Delta Hotels, I have worked in the food and beverage department as a front desk receptionist in hotel’s dining section. My responsibilities with my recent position include welcoming guests, managing reservations for the tables, and solving queries of our guest enquiries. My previous job role with level four includes maintenance a item or the stock list related with food and beverage and handling the audit for storage and preparing pantry items. This has helped me to enhance my employability skills in problem-solving, time-management and decision-making. In this manner, it is crucial to state that the role of front-desk manager or a receptionist involved both the physical and logical demands (Asetonline.org, 2025). From maintaining the records to for the food and beverage department to solve consumer’s queries related to the menu, this job role has offered me a prominent level of understanding of customer service operations.
Reflection on Skills: Working at the reception desk in such a prominent hotel requires various skills such as leadership, communication, adaptability, and problem-solving ability. While managing all the work, receptionists are also required to be empathetic, professional, and culturally flexible to cater and manage consumers from distinct regional backgrounds (Walker, 2021). Audiences within hospitality industry are diverse in the light of language, psychology, and behaviour, whereas meeting their demands requires an in-depth understanding of individual preferences, and cultural values. Leadership with effective communication is essential in terms of ensuring group collaboration, increased productivity, and adequate customer satisfaction (Haag, 2013). 
· Personal Strengths of Mine: Leadership, problem-solving ability, and mindfulness under pressure.
· Skills that I Developed: Communication, team coordination, and time management.
· Personal Weaknesses of Mine: Delays in handling bulk stock.
Gibbs Reflective model: Example 1
	Particulars
	Overview

	Description 
	During a wedding event, a delay caused by the supplier due to shortages in stock.

	Feelings 
	I felt anxious about my responsibilities to ensure a higher degree of guest’s satisfaction.

	Evaluation 
	The event has highlighted the need for better stock tracking and contingency planning.

	Analysis 
	Lack of pre-checking before the event and relay on one vendor has posed such risk.

	Conclusion 
	Communication and advance preparation are essential for avoiding such errors.

	Action plan
	Weekly inventory audits and contacting with potential suppliers to lower dependency on a single supplier.



Gibbs Reflective Model: Example 2
	Particulars
	Overview

	Description 
	During breakfast rush, I have noticed that the yoghurt and fresh fruit stock was low. 

	Feelings 
	I felt nervous knowing the guests would be disappointed.

	Evaluation 
	I quickly called the kitchen staff for some other alternatives to offer.

	Analysis 
	This shows the importance of pre-service checks, inventory management, and strategic decision-making

	Conclusion 
	Daily morning checks are needed in pantry management.

	Action plan
	I aim to arrive 30 minutes early to audit the breakfast items to avoid such blunders.
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Working at Delta Hotels Swindon in the food and beverage department has given me a comprehensive learning experience of how the hotel operations are being done in a real-life setting. Right now, I am doing a level six placement at the hotel, which is much more complex and advanced as compared to my earlier experience at level four. During my previous work as level four in the food and beverage department, my responsibilities were based on tasks that were assigned to me. I was mostly involved with work related to maintain list about the items related with my working department while resetting the tables and following instructions from my supervisors. My current role as receptionist requires a higher level of decision-making, communication skill, negotiation, conflict resolution, and resolving consumer’s queries quickly and professionally. Enhancing such employability skills not only develops my practical skills but also boosts my confidence and leadership characteristics. In the comparison with my previous experience, I now have to rely more on emotional intelligence and service flexibilities to ensure guest satisfaction. For example, with the front desk, no two guest interactions are the same as the other one, therefore ensuring cultural competencies, professionalism and empathy is essential to satisfy consumers. This has reflected real-world service management challenges where personalisation, empathy, and critical thinking are essential. The level five sustainable hospitality and tourism management module has also helped me to frame my understanding of sustainability within the domain of customer service. In my recent job role, this module has benefited me with a range of knowledge regarding sustainable practices in the hospitality industry. Moreover, it can be stated that, this module has aided me to boost both my interpersonal and employability skills, which are essential to thrive within the competitive landscape of hospitality industry.
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Section 3: Service Improvement Proposal 
During my placement at Delta Hotels Swindon, the one consistent challenge that I have observed was excessive number of guest complaints during the peak check-in hours particularly between 3 pm and 6 pm. The reception desk got packed up with guest congestion. Such scenarios often led to long queues which caused dissatisfaction among the guests. Our front desk and other staffs also got pressurised to manage both service and efficiency under time constraints. For solving the problem of long queues, a digital pre-arrival check-in system can be implemented (Xue et al., 2021). It allows the guests to confirm booking details by submitting their IDs and receiving a QR code before arrival. This will reduce waiting time for the guests and improve the initial guest initial experience (Hamizan and Alda, 2024). A fast-track lane can also be introduced for those who complete online check-ins to reduce the waiting period and increase guest satisfaction (Johnston and Clark, 2005). 
The SERVQUAL model which measure service quality through responsiveness, reliability, empathy, assurance, and tangibles, is essential for determining consumer’s demand or preferences along with further areas of development for greater customer satisfaction (AlOmari, 2021). According to the model, the improvement enhances responsiveness and reliability by cutting down on some unnecessary delays. Using online modes or channels for communication such as WhatsApp or digital kiosks in the lobby can be useful for solving instant guest queries (Khrais and Alghamdi, 2021). It reduces verbal queues and saves time which helps in boost productivity. For implementing innovative technologies all front office staff needs to get proper short digital training on operating this new system (Najafi, 2024). Digital instructions should also guide guests in navigating through the hotel and its hospitalities and amenities. Delta Hotels Swindon can increase its operational efficiency while reducing the staff stress, and leave guests with a more personalised, efficient welcome by applying those modern technologies. All these solutions are cost-effective. It helps in Marriott’s broader digital transformation initiatives and enhances Delta’s brand positioning in the competitive hotel market. 
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Conclusion 
This reflective report has explored my experiences and learnings during the placement at Delta Hotels Swindon’s reception desk. This research has critically demonstrated my learning outcomes from direct experiences, personal growth, development of employability skills and operational understanding during this tenure. On this note, Gibbs’ Reflective cycle has been applied in this reflective account, which has helped me in terms of analysing my core strengths, weaknesses, and potential areas that need further development. This report has also highlighted how slow check-ins during busy periods can affect guest’ satisfaction, and how such scenarios can be managed. The Gibbs’s reflections have also helped in skill-set development such as communication, cultural flexibility, decision-making, negotiation, active listening, and time-management. Moreover, the placement has been beneficial for me to understand the crucial role, responsibilities, and essential skillsets for being an effective front office manager or receptionist. In addition, I have learnt that the front office operation is vital in guest satisfaction, customer retention and ensuring long-term brand loyalty. 
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