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[bookmark: _Toc150440176]Introduction
I was met by an air of refinement, magnificence, and warmth the moment I stepped into the elegant lobby of the Delta Hotels Marriott in Birmingham. My eye was initially drawn to Delta Hotels Marriott's well-known commitment to providing exceptional service and guest pleasure (Shin et al. 2019). By working at the Delta Hotels Marriott in Birmingham as a front desk employee, I wish to tell the tale of the encounter that changed my life (Choi et al. 2020). Since it has not only helped me get the knowledge and skills required for a front desk job but has also allowed me to grow both personally and professionally, I believe that this route has benefited me both personally and professionally.
[bookmark: _Toc150440177]Background of Context
I should first provide some context about Delta Hotels Marriott and Birmingham before discussing the details of my placement. Offering exceptional services to customers is a source of tremendous delight for the globally recognized hospitality brand Delta Hotels by Marriott. Known as the "Heart of England," Birmingham is a bustling city with a rich cultural past that draws a lot of vacationers and business travellers (Stylos et al. 2021). As a hospitality management student, I was eager to gain real-world experience by working for a prestigious hotel chain. 
[bookmark: _Toc150440178]Onboarding and Orientation
My journey toward excellence started with a comprehensive onboarding and orientation process. The first week of my employment began with a briefing on the policies, procedures, and organisational structure of the hotel (Martinez-Torres and Toral, 2019). I was assisted by an experienced front office manager as a mentor, and he was beneficial in assisting me in comprehending the intricate workings of the front office.
Strength 
The main asset is flexibility. A dynamic stage with a steady stream of diverse circumstances is what the front office is like. A useful skill is the ability to change gears quickly and maintain composure under duress (Stylos et al. 2021). This is related to problem-solving abilities as not all clients or visitors have simple needs, and being able to effectively handle complexity may be quite helpful.


Weakness 
I understand that in a front office role, where contacts with guest and coworkers frequently take place in real time, excellent verbal communication is critical. I've been actively participating in conversation groups and public speaking competitions as a means of addressing this and improving my verbal communication abilities.
[bookmark: _Toc150440179]Challenges Faced
There were challenges along the way to my success. Working at the front office of a fancy hotel in a bustling city such as Birmingham requires flexibility, problem-solving skills, and the ability to perform well under duress (Mohsin et al. 2023). Among the challenges I encountered were the following:
Guest Expectations: Meeting the numerous diverse expectations of tourists with distinct needs and preferences remained a constant challenge. Each guest had distinct wants, therefore it was critical to anticipate them and promptly provide them.
Communication: Effective communication was a critical skill for success in the front office. I had to communicate with guests, staff, and other hotel departments daily (Bonfanti et al. 2021). A communication breakdown may lead to dissatisfaction or functioning issues.
Problem Resolution: Effectively managing customer concerns and finding solutions was one of the most difficult aspects of the job. I learned how to respond calmly, empathetically, and resourcefully to guests' problems.
Technology: In light of how heavily the hotel industry relies on technology, keeping up with software updates and system modifications was a consistent challenge (Darvishmotevali et al. 2020).
[bookmark: _Toc150440180]Skills Acquired
I learned a lot of useful skills throughout my transformational experience working at the Delta Hotels Marriott in Birmingham, despite the hurdles. These abilities, which have also helped me thus far in my career, paved the way for my rise to genius. 
Customer Service: During my time there, I developed some important abilities, such as the capacity to offer first-rate customer service, which involves empathy, active listening, and a readiness to go above and beyond for the guests (García-Rodríguez et al. 2020).
Communication: My ability to communicate effectively and professionally increased as I honed my talents in this area.
Adaptability: Collaborating in a dynamic, fast-paced workplace has taught me how to remain composed under pressure and rapidly adjust to changing situations.
Problem-solving: My problem-solving and critical thinking skills have increased as a consequence of handling guest issues and operational challenges (Lee and Madera, 2019).
Teamwork: I developed an understanding of the value of collaboration and effective teamwork. Working as a team is just as crucial to success in the front office as working alone.
Time Management: Managing several projects, reservations, and visitor expectations taught me the art of effective time management.
[bookmark: _Toc150440181]Reflective Learning 
ERA Model
Engagement
I threw myself into learning about the duties and function of a front desk operator at the Delta Hotel Marriott right away (Guitert et al. 2020). I looked into the hotel's dedication to providing a great experience for its guests, and I realised how important the front desk is to making this happen.
Reflection
As I considered my experiences and abilities, I realised that certain qualities were essential to this position's success. I have excellent interpersonal and communication abilities from previous customer service positions.
Action
With a thorough knowledge, I developed a focused CV and cover letter that emphasised my abilities and experiences that were relevant to the Front Office Operator position (Hwang and Fu, 2020). I also looked for further reservation systems training to strengthen my credentials.
[bookmark: _Toc150440182]Guest-Centric Approach
The cornerstone of greatness in the hotel industry is a guest-centric approach. This concept was imparted to me throughout my placement. I learned that every decision made and activity performed at the front desk should ultimately result in the guest’s comfort and enjoyment. I learned from my mentor to listen, empathise, and find a win-win solution instead of blaming the guest or running from responsibility (Luo et al. 2021). This meant going above and above, whether it was with specific requests or recommendations for local activities, to make sure their stay would be unforgettable. My goal for greatness was centered around my attention to detail and my guests' joy.
[bookmark: _Toc150440183]Personal Growth and Professional Goal
At the Delta Hotels Marriott in Birmingham, where I interned in the front office, I had the chance to advance both professionally and personally. I became better at handling pressure, adjusting to various work settings, and maintaining my composure when speaking (Basnyat and Clarence Lao, 2020). For both my professional and personal lives, these experiences were good. My career goal is to maximise customer satisfaction and operational effectiveness by using my painstaking attention to detail, aptitude for problem-solving, and first-rate communication skills to a front office role. I wish to seamlessly integrate my tech-savvy and versatile personality into a dynamic work environment in order to successfully contribute to client engagements and organisational success (Koo et al. 2021). In an external role, my goal is to be a proactive team player who can apply my wide range of skills to foster collaboration and provide excellent outcomes.
[bookmark: _Toc150440184]Achievements and Contributions
I was allowed to play a bigger role in the front office and overall hotel performance as my job developed. I wholeheartedly endorse efforts to improve operational efficacy and customer service (Hossain et al. 2022). I discovered opportunities to enhance the visitor experience and raise customer satisfaction by utilising survey data and comments. 
[bookmark: _Toc150440185]Conclusion
My life was changed forever when I got the best front office placement  job at the Delta Hotels Marriott in Birmingham. It had an impact on both my career and personal growth. It provided me with a solid foundation in the hospitality industry, taught me practical skills, and helped me develop the principles I will need to deliver excellent service.
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