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The report will provide a comprehensive reflection based on my placement at Delta Hotels which is one of the best opportunistic areas for students in hotel management degree. The report is divided into 4 stages comprising a comprehensive reflection, work-based skills and technical knowledge and a future action plan.
[bookmark: _Toc167114336]Overview of the company
The four-star Delta Hotels by Marriott group of hotel chains is mostly found in North America. William Pattison and his business associates opened the 68-room Delport Inn in Richmond, British Columbia, in June 1962 (Delta Hotels, 2024). In September of that year, Western Hotels took over as manager and renamed the establishment the Vancouver Airport Inn, a position they held until January 1964. 
[bookmark: _Toc167114337]Overview of the Department
During my placement at Delta Hotels, I worked in a supervisory role in the front office department which is responsible for the management of customer inquiries, consumer bookings and consumer redressals.
[bookmark: _Toc167114338]Overview of the Guest Service Department
The Delta Hotel's Guest Service Department is committed to making certain all guests have a comfortable and comfortable stay. The team of employees offers concierge services, luggage handling, and personalised suggestions 24 hours a day, seven days a week, with a focus on client comfort and pleasure via vigilant, polite, and prompt service.
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Experience Overview
The opportunity to work in a supervisory role at Delta Hotels by Marriott offered an original viewpoint on the complex issues of hotel management (Grobelna, 2021). Learning the structure of operations and the crucial role managers play in guaranteeing guest satisfaction is achievable thanks to this hands-on knowledge. Observing everyday activities, crisis resolution and interactions between managers and their teams revealed the blend of technical knowledge and work-based skills needed for effective leadership (Grobelna, 2021).
Impact of Personal and Vocational Development
My understanding of critical skills in the hotel and restaurant sector has been greatly influenced by my reflections on my academic career, past industry experience, and personal and professional development (Üngüren and Arslan, 2021). Working in customer service roles gave me a solid basis in visitor engagement and communication. The practical knowledge I gained from my academic placements, especially in operational roles, improved my understanding of the rapid nature of the hotel and restaurant sector. These encounters have been crucial in refining my capacity to plan tasks effectively and cooperate with others in a team environment (Üngüren and Arslan, 2021).
Communication
The foundation of hotel management is successful communication. Throughout my observation knowledge, I saw supervisors use a variety of communication techniques appropriate for different groups of people, such as guests, employees, or superiors. Successful, clear, and understanding interaction guarantees smooth operations and creates an encouraging atmosphere (Kurdi et al.,2020). Although the focus of my academic training was on communication theories, I was able to gain a great understanding of their practical value by seeing how they function in real-world applications like feedback mechanisms and the resolution of disputes (Kurdi et al.,2020). 

Personal Skills and Guest Services
Personal qualities like empathy, patience, and courage are crucial for providing outstanding guest services (Kumar, 2021). These qualities were shown by the supervisors at Delta Hotels, who handled difficult situations with calmness and a guest-first mindset. These interpersonal skills were developed in my prior customer-facing professions, which improved my ability to engage with visitors and meet their requirements (Kumar, 2021). The ability to maintain calm under pressure or when interacting with challenging clients is evidence of the value of personal growth in this area.
Gibbs Reflective Model
Description- I got the chance to observe and take part in a variety of managerial responsibilities while working at Delta Hotels by Marriott (Williams et al., 2020). along with managing staff schedules and customer complaints, my responsibilities also included monitoring guest check-ins and making sure every operational need was fulfilled. I was able to personally observe the dynamic nature of hotel management and the vital role that strong leadership plays in maintaining high levels of service because of the hands-on training.
Feelings- I was a little anxious and excited at first. Concern was caused by the pressure of living up to the high standards set by management and guests, while enthusiasm came from having an opportunity to learn and apply my academic skills in the actual world. My confidence increased over the next few weeks as I grew familiar with the responsibilities and got praise from the team and the supervisor.
Evaluation- The event was very helpful in emphasizing the value of technical expertise and work-based abilities. Training received on job duties offered insights that could not be fully obtained in an educational setting (Williams et al., 2020). Knowledge is the finest teacher when it comes to skills like swiftly adjusting to the requirements of guests and grasping the subtleties of their interactions. Furthermore, leading a group and resolving unforeseen problems called for a combination of hard skills like solving issues and interacting with others as well as soft skills like proficiency in technology.
Conclusion- The value of cooperation, organising tasks, and communications in the restaurant and hotel industry was highlighted by this shadowed opportunity (Williams et al., 2020). Good communication was essential for both providing outstanding guest care and organizing staff members to guarantee seamless operations. It was evident from seeing how the manager assigned responsibilities and inspired the group how collaboration may improve efficiency as well as service standards. Moreover, managing several tasks concurrently emphasized the significance of organizational abilities and the capacity to make the capacity of making decisions under stress.
Action Plan: After the analysis of my placement, I need to focus more on technical skills which I will gain by joining classes in the next months and will read books and work more in such activities in the next months.
[bookmark: _Toc167114340]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Working in a managerial role at Delta Hotels by Marriott has highlighted the importance of technical expertise and work-based abilities which are needed for delivering exceptional customer service to guests (Firth, 2020). My supervisors demonstrated a high level of proficiency in handling visitor inquiries and concerns, emphasizing the importance of clear and respectful communication throughout all interactions. For example, I saw a supervisor resolve a billing dispute by politely outlining the costs and providing a complimentary service as a gesture of goodwill, which made a possible bad experience better. Time management and problem-solving abilities were also essential for the workplace. The capacity to assign work efficiently and set priorities during a hectic check-in time guaranteed that guests were taken care of right away (Rolfe and Freshwater 2020). This experience made it clear to me that, in the fast-paced world of Delta Hotels, providing excellent client service demands a combination of technological expertise and people abilities.
[bookmark: _Toc167114341]Section 3: Reflection on Organisational Issues
One instance in particular during my time working at Delta Hotels by Marriott brought clear the significance of the relationship between departmental performance and guest service (Asatiani et al.,2021). When a guest arrived late at night, because of housekeeping there was a delay in their rooms, the guest immediately suffered from the incident, which also had an impact on the front desk's operations as they attempted to find an immediate fix. The team was under pressure due to the delay, which affected their performance and caused other guests to receive treatment more slowly.
 Improving coordination and communication between the front desk and housekeeping departments is essential for long-term solutions. Regular meetings and the use of an integrated property administration system that provides real-time room status updates can help with this issue (Asatiani et al.,2021). A useful structure in this case is provided by Herzberg's Two-Factor Theory. Guest satisfaction can be increased by providing "motivators" like excellent service, but "hygiene factors" like room readiness must always be considered to avoid discomfort. A proactive strategy to avoid service interruptions can result from training employees to understand and apply these ideas (Rolfe and Freshwater 2020).
[bookmark: _Toc167114342]Section 4: Future Action Plan
It is important to have a good plan which will help to provide good service to the guests in the hotel. There are some areas of improvement like it is important to have skills in a good, advanced property management system (Khalimova, 2020). It is necessary to nurture good coordination with the employees. For employees working it is important for them to properly manage their tasks and to develop personal skills like stress management techniques. It is important to develop strategies like communication skills, technological knowledge and good teamwork and task management. The alignment of this future action plan with my goals and professional growth are it will help me develop my personal and vocational skills and goals which will help to find my areas of improvement in the time of my working. Improving these skills help me to give more satisfaction to the guest and it will help me to grow in my career (Khalimova, 2020).


[bookmark: _Toc167114343]Conclusion
Learning the structure of operations and the crucial role managers play in guaranteeing guest satisfaction is achievable thanks to this hands-on knowledge. My understanding of critical skills in the hotel and restaurant sector has been greatly influenced by my reflections on my academic career, past industry experience, and personal and professional development. Working in customer service roles gave me a solid basis in visitor engagement and communication. The foundation of hotel management is successful communication. Throughout my observation knowledge, I saw supervisors use a variety of communication techniques appropriate for different groups of people, such as guests, employees, or superiors. Successful, clear, and understanding interaction with the guest. It is important to have a good plan which will help to provide good service to the guests in the hotel. The alignment of this future action plan with my goals and professional growth are it will help me develop my personal and vocational skills and goals which will help to find my areas of improvement in the time of my working.
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