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Executive Summary 
The following reflective report focuses on my experience while working in the Delta Hotels by Marriott Swansea. With the help of Gibb's reflective cycle, the report focuses on what has been learnt from shadowing a front office manager as a supervisor. It reflects on the importance of the personal skills and technical skills that are necessary to operate in the hospitality industry. Furthermore, the reflection in its stages also highlights the challenges and proposes the steps to be considered to overcome the issue followed by a SMART action plan to develop communication, teamwork, emotional intelligence, and technical skills. 
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[bookmark: _Toc178929426]Introduction
According to Adeani, Febriani and Syafryadin (2020) Gibb’s reflective model including the six different stages helps to determine the self-awareness of individuals based on their skills and previous experiences. The Delta Hotels offers exquisite guest services and is considered to be an ideal destination for both leisure and business guests through convenience, style and comfort (Delta Hotels, 2024). The guest service of the hotels includes modern guest rooms powered by high-speed free Wi-Fi, flexible spaces, free bottles, yoga spaces, a Delta bar, and others (Delta Hotels, 2024). 
Learning Objectives 
· To bolster guest service skills for exceptional and high-quality customer experience. 
· To acquire expertise while shadowing the supervisory position of a front office manager. 
· To gain competencies in communication, teamwork, and technical skills.
· To demonstrate a strong understanding of the front office operations. 
· To identify potential issues and also propose innovative and creative solutions. 
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Description 
Initially, I was expected to shadow the operations of a front office manager in the front office department at Delta Hotels by Marriott Swansea. I was supposed to investigate the functioning of my supervisor as it would help me to enhance my experiences and competencies in the job role in the future. This particular experience acted as a major step as it helped me to gain a detailed overview of the complexities and responsibilities of a front office manager in hotels to enhance guest service. 
Feelings 
I was both excited and thrilled to be a part of this experience. In my opinion, observing my supervisor helped me to gain a detailed overview of work-based skills and technical knowledge. Moreover, observing the supervisory role also instilled a sense of respect for the manager at work as I witnessed his excellence in juggling between tasks and resolving complex situations remaining calm. However, the situation also helped me to realise the complicated business environment which at times imposes severe risk or even threatens the job role causing immense anxiety and stress. 
Reflecting on the role of the front office manager I was able to understand the intricate relationship between technical literacy, work-based skills, and excellent guest service. Being tech-savvy helps to use customer relationship management tools for optimising and tracking customer data. Such a situation helped me to realise the essence of accurate and timely customer service. Other than these my previous industry experience paired with personal and vocational development helped me to realise the importance of communication, teamwork, guest services, task management, and personal skills. My experience helped me realise good communication helps to liaise with customers and team members seamlessly. Agustina and Setiawan (2020) stated oral communication skills help in learning and thinking. I even perceived the essence of teamwork for a unified effort towards excellent guest operations. Further, I even felt the necessity of emotional intelligence for front office managers to thrive under pressure while keeping track of time, managing tasks, and connecting better with guests fostering respect and trust. Ahad et al. (2021) emotional intelligence acts as a critical factor in helping to manage commitment at work. In my opinion, attaining all these skills will help me in my future job role to create efficient and positive guest service.
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Evaluation
Interpreting the job role of the front office manager in Delta Hotels by Marriott Swansea, helped me to realise the connection between technical knowledge and work-based skills to enhance guest service in hotels. Shadowing the experience helped me to realise the necessity of communication skills as once I had to check the guest reservation while analysing the documents and the booking details which required continuous communication with the boarder. Being proficient in technical skills once helped me generate reports on revenue and the occupancy rates of the hotel to evaluate its performance. Technical skills either physical or digital currently are essential to perform job-specific responsibilities to acquire success (Marr, 2022).  However, the team had once encountered difficulties as they were unable to manage guest disagreements calmly due to a mistake in bookings. This reflected the absence of emotional intelligence to be patient in a situation and empathise while trying to understand the concern and resolve the same immediately. It also highlighted the absence of teamwork in the hotel. Constructing a high-performing requires continuous effort to become a world-class unit by embracing genuine respect, effective communication and contemporary skillsets (McGrath, 2023). The situation demonstrated a weak collaboration across guest service management, reservation management, and reception management in the hotel.  
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Analysis 
Overall, the experience was immensely enriching as it helped me to gain a deeper knowledge of the responsibilities of a front office manager which will help me in my future endeavours. In terms of guest service, an error in the guest reservation was a major issue that I encountered. The guest reportedly claimed to have booked for a fixed number of days whereas the hotel records missed some dates. Such a situation highlighted the ineffective collaboration and interaction among reservation management with reception and guest service management led to the loss of client records creating chaos. As per Kusumalatha (2023) the Shannon Weaner model refers to the use of the most effective communication channels which help to transmit information successfully. Moreover, the mishap also outlined the absence of digital literacy which prevented them from managing the guest booking accurately. Alfadda and Mahdi (2021) mentioned the Technology Acceptance model illustrates the interrelation between behaviour, intention, and attitudes. Further, the nine Belbin team roles outline the behavioural attributes of individuals while performing in a team to facilitate group progress (Belbin, 2024). The issue negatively affected customer satisfaction causing a bad reputation for the company which in the future might adversely affect its revenue and sales. 
Hence, based on the theories, Delta Hotels can invest in the technical literacy of its staff so that they are capable of managing reservations accurately to prevent such situations in the future. On the other hand, encouraging employees to participate in workshops and team projects will also help them to address the skill gaps related to ineffective teamwork and communication. Encouraging communication and cross-collaboration across members from various job roles and departments will help to enhance overall efficiency through a unified effort. 
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Conclusion 
Thus, I would like to conclude that the shadowing experience along with personal and vocational development helped to gain proficiency in technical and work-based skills for future endeavours. All these helped me to realise the importance of personality traits that affect job satisfaction and effectiveness. It helped me to focus on practical skills such as teamwork, communication, emotional intelligence, and technical skills essential for all hotel management roles. In my opinion, the hands-on experience benefitted me with the necessary skills required for a strong service-based sector such as the hotel industry. 
Action Plan 
	Specific 
	Measurable
	Attainable 
	Relevant
	Time Bound 

	To optimise teamwork ability 
	Measuring the number of team projects successfully completed in collaboration.
	Allocating time for regular team-building activities and feedback.
	Enhancing productivity and fostering a positive work environment thus helping to achieve organisational objectives and goals. 
	4 months 

	To offer excellent guest service 
	Monitoring customer satisfaction scores and feedback.
	Providing regular service training for employees.
	Building customer loyalty and enhancing the company’s reputation.
	5 months 

	To strengthen technical skills 
	Conducting regular performance evaluations and taking coding tests 
	Taking an online course and reading technical books
	Helps to drive innovation, remain competitive, and perform tasks effectively. 
	3 months 

	To develop emotional intelligence 
	Tracking improvement in interpersonal relationships and conflict resolution.
	Attending training sessions and implementing learned techniques daily.
	Improving leadership abilities and workplace harmony.
	4 months 

	To develop robust communication skills
	Measuring feedback from peers and supervisors on communication effectiveness.
	Participating in communication workshops and seeking mentorship.
	Improving teamwork, leadership, and interpersonal interactions in the workplace.
	3 months 


Table 1: SMART Plan
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Level 6 Hotel Placement – Weekly Journal Entry
	Week 1

	Experiences/Tasks/Challenges/Lessons (Front office)
	Shift (Date/Time)
	Student Signature
	Hotel Mentor Signature

	· Understanding the intricacies of guest service and handling various customer requests.
· Familiarisation with the hotel's operations, policies, and procedures related to guest services. 
· The importance of efficient communication skills in dealing with guests.
	
	
	

	· Observation of daily tasks performed by front office staff, including check-in, check-out, and guest inquiries.
· Learnt adapting to the fast-paced environment of the front office.
	
	
	



	Week 2

	Experiences/Tasks/Challenges/Lessons (Front office)
	Shift (Date/Time)
	Student Signature
	Hotel Mentor Signature

	· Shadowed the role of a front office manager to gain in-depth knowledge. 
· Assisted in handling guest inquiries and complaints, and learned about the hotel's policies and procedures.
· Processed reservations ensuring accuracy and efficiency.
· Dealing with difficult guests and maintaining a positive attitude under pressure.
	
	
	

	· Learnt the importance of empathy and patience in dealing with guests, and the need for problem-solving skills.
· Handled guest complaints and resolved issues in a timely and professional manner.
	
	
	



	Week 3

	Experiences/Tasks/Challenges/Lessons (Front office)
	Shift (Date/Time)
	Student Signature
	Hotel Mentor Signature

	· Focused on providing exceptional guest service, addressing inquiries and resolving complaints.
· Learned the value of empathy, understanding, and effective communication in handling guest concerns. 
· Realised the importance of task management and personal skills in the sector.
· Learnt the invaluable role of technical proficiency in the hospitality industry.
	
	
	

	· Faced difficulties in understanding the complexities of managing a team and balancing multiple tasks simultaneously.
· Observed the front office manager's daily tasks, including supervising staff, managing shifts, and ensuring smooth operations.
	
	
	



	Week 4

	Experiences/Tasks/Challenges/Lessons (Front office)
	Shift (Date/Time)
	Student Signature
	Hotel Mentor Signature

	· Provided concierge services to guests, assisting with bookings, recommendations, and arrangements in the absence of my colleagues.
· Faced challenges in managing online reservations and collaborating with teams. 
	
	
	

	· Understood the importance of technical skills which are in high demand across all sectors. 
· Realised the importance of teamwork and collaboration, and the need for active participation in meetings.
	
	
	



	Week 5

	Experiences/Tasks/Challenges/Lessons (Front office)
	Shift (Date/Time)
	Student Signature
	Hotel Mentor Signature

	· Observed the front office manager's role in staff training and development.
· Assisted with training new front office staff on hotel policies and procedures.
	
	
	

	· Learnt the importance of effective training and development in maintaining a high-performing team.
· Faced challenges in ensuring smooth operations during busy periods and meeting the needs of a large number of guests.
	
	
	



	Week 6

	Experiences/Tasks/Challenges/Lessons (Front office)
	Shift (Date/Time)
	Student Signature
	Hotel Mentor Signature

	· Participated in team meetings, shared ideas, and collaborated on problem-solving.
· Worked closely with other front office staff members to ensure efficient operations.
· Assisted with identifying areas for improvement and implementing changes to enhance guest experience.
	
	
	

	· Faced challenges in coordinating tasks and ensuring effective communication within the team.
· Learned the importance of teamwork, effective communication, and collaboration in achieving shared goals.
· Outlined an action plan for the necessary steps to be considered to mitigate the skill gaps for higher efficiency. 
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