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[bookmark: _Toc137274739]Introduction 
Online training in guest service and front office operations was provided to me by Breadsall Priory, a Delta Hotel by Marriott property. During the course, we focused on making others feel welcome, actively listening to others, speaking quietly, and being prepared to assist others. I was taught how to make room reservations, check guests in and out, generate room keys, schedule meals, process credit card payments, supervise parking, collect fees for additional pillows and interact effectively with both employees and guests.
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Using Kolb's reflective paradigm, I can say that my time spent at Breadsall Priory, Delta Hotel by Marriott, was formative. The acquisition of skills in guest service and front office operations, as well as personal and intellectual development, were the objectives of the placement.
My goals for professional advancement outlined in my action plan and learning agreement have been accomplished. During my time at the placement, I was responsible for assisting guests, booking lodgings, and processing financial transactions (Qin, Hsu and Wu, 2021). I worked on my check-in and check-out procedures, as well as the creation of room keys and table bookings. Because of these experiences, I now know everything there is to know about giving outstanding customer service.
The placement was also beneficial to my personal development. The experience of being a guest helped me understand the importance of providing excellent service to guests. I never failed to smile, and I was attentive and passionate towards people (Garcia, Zaguirre and López, 2019). I worked on improving my ability to multitask as well as my ability to manage my time by engaging in self-reflection and receiving input from others.
The internship provided me with practical experiences that aided in my comprehension of the courses. In the real world, I applied academic skills such as communication and providing excellent service to customers. My knowledge of the hospitality industry was enhanced, and the combination of theory and practice helped me make scholastic progress.
The assignment presented several opportunities for advancement; nonetheless, some of those opportunities were "lost." Because of time constraints or limitations imposed by the virtual training environment, it is possible that I have not had the opportunity to properly experience front office operations or a crowded hotel lobby (Ocampo et al., 2020). I made the most of my time in the virtual environment in terms of learning and development by actively seeking feedback from my trainers and supervisors.
My progress and the tasks I did throughout the placement are both documented in the learning journal that I kept. It emphasizes personal growth in addition to academic and professional development. During the placement, I was able to acquire useful skills, work on developing my character, and use theoretical knowledge. I tried to make the most of "lost" opportunities and focus on my improvement. My professional development as well as my preparation for a successful career in hospitality were both aided by this experience.
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At the Breadsall Priory, a Delta Hotel by Marriott, I observed a management issue with the communication between the front office and housekeeping. The cleaning of the rooms was behind schedule, which reduced the satisfaction of our guests. To address both the practical and theoretical aspects of this issue, I propose the following solutions:

Figure: Solutions
Source: (Bardi, 2010)
Install a centralised communication system: The hotel may decide to use a digital platform or piece of software to facilitate communication in real time between the workers working in the front office and those working in housekeeping. The status of the rooms, the requests of guests, and the cleaning schedules would all be streamlined by this system. A property management system (PMS) that includes integrated messaging can assist in lowering the barriers that prevent clear communication (Johnston, Clark and Shulver, 2012). Emphasis should be placed on the clear and timely conveyance of messages by making use of effective communication and information management approaches.
Cross-training and job shadowing: Provide employees in the front office and housekeeping with opportunities to participate in cross-training and job shadowing. Employees would have an easier time understanding one another's positions, duties, and concerns if this were the case. The end outcome would be empathy, teamwork, and collaboration across departments (QAA, 2018). The idea behind professional enrichment is that it gives people the opportunity to learn new things and take on responsibilities that are not directly related to their jobs. Both happiness and productivity at work will increase as a result.
Communication meeting: Regular communication sessions should be held in which front office and housekeeping staff members can discuss challenges, expectations, and comments. During these sessions, employees should be able to raise concerns, offer suggestions for changes, and work together to find answers (Bardi, 2010). The use of effective communication within a team can be used to foster an environment that is welcoming to all members, one in which individuals are made to feel valued and allowed to make contributions.
By utilising these tactics, Breadsall Priory will be able to increase communication between the front office and housekeeping. Understanding and collaboration could be improved by the use of centralised communication systems, regular meetings, and cross-training opportunities. These solutions, which are grounded in theory but also practical, are effective. These approaches would increase operational efficiency while also improving teamwork and the satisfaction of guests.
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At the Delta Hotel by Marriott in Breadsall Priory, I actively honed my hospitality skills. I got better at these things:
Self-management and development: I was punctual, dressed appropriately, and kept a professional demeanour during the placement. To identify areas for progress and actively pursue them, I asked for trainer and supervisor feedback (Rum and Sundjaja, 2021). I created a customised time management and priority-setting plan to enhance my multitasking.
Task management: Multitasking is necessary for hospitality. Throughout the placement, I handled customer inquiries, lodging reservations, and monetary transactions effectively. To ensure the effectiveness of the welcome desk, I organised tasks by urgency and importance. I employed automated systems and checklists to increase productivity.
Applying initiative in workplace problems: I took initiative in spotting and resolving problems at work. I suggested a centralised communication system and cross-training to improve teamwork when I discovered communication gaps between the front office and the cleaning department (Rum and Sundjaja, 2021). I gave my superiors an explanation of the advantages and the implementation procedures.
Communication: Customer service demands effective communication. I was always clear when I spoke to clients, colleagues, and training. I attentively listened to the demands of the guest and provided prompt, accurate responses. To convey information effectively to varied audiences and contexts, I also customised my communication style.
Application of knowledge: Throughout the placement, I adjusted theoretical lessons to real-world problems. Software used at the front office managed requests, reservations, and financial transactions. I spoke kindly and empathised with the guests to increase their contentment (Ocampo et al., 2020). I increased my performance and knowledge of hotel operations by putting the theory into practice.
I had numerous opportunities to practise critical skills at Breadsall Priory. I put my self-discipline, initiative, communication, and application of information into practice. My preparation for a professional job in hospitality has significantly increased as a result of my placement experiences.
[bookmark: _Toc137274743]Conclusion 
The Delta Hotel by Marriott in Breadsall Priory provided me with a valuable front desk and guest service experience. My personal, professional, and academic growth as well as areas for improvement were highlighted by reflection. I identified a management problem with the front office's communication with housekeeping and offered fixes. I also exercised initiative, self-discipline, task management, communication, and knowledge application. My professional development and knowledge of the hospitality business have been shaped by this job.
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