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At the Maldron Hotel (2024), where I am completing my placement in managing guest services, I experienced the new change of the hotel logo taking effect, this came with new changes to uniform, badges and staff training it changes the hotel look and design. The hotel is a four-star with 265 rooms, situated in the centre of Newcastle U.K. the hotel is surrounded by many touristic attractions. I used different learning models to assist with shadowing managers and using my initiative as i found in using KOLB’s learning cycle (1984), in understanding the raw experience and own thinking is necessary not experiences is enough in assisting guests at the front office. The hotel offers a range of personal services such to tour guides and flight crews.

I completed training on Dalata this prepared me for basic duties in my role also my previous experience on guest service operations at, Premier Inn Hotel (2023) learning of level 4 and level 5 guided me with confidence in guest service issues such as performance issues, knowing that there is always one room off hand for emergency situations. Engaging with guests as they enter reception as did the other staff this shows employees are caring and attentive at the hotel.
The main questions I experienced from guests were about local attractions and how to travel. I did my own research on google map (2024), to local amenities such as gym and world cuisines, car parking and touristic attractions also the distance of rail and busses for central areas from the hotel. This information was not available on the ‘Maldron Hotel site’ I found it a difficult task which in believe should have been easy access for anyone its in the hotels interest. I pointed this out to my supervisor. The guests did approach me with questions of sorts which I was able to respond to, the guests appreciated my knowledge and fast response. I valued my learning on this topic in future of my career I will continue to do so. 

Using the Kolb’s learning cycle (1984) reflects Maldrons core values under the Dalata brand where emotions of positive attitude reflect on the hospitality, upon shadowing my supervisor (Voicu M, 2024), first checks in the morning were cleared, emails and employee bonuses are checked.  The reception handover notes are all completed by 11am ready for departures and the first set of guest’s arrival. Card payments and cash handling are all part of basic duties on covering reception duties. Processing guest card details meant charging their banks so a key card can be made and ready for when guest arrives.  A issue with that system discussed with the supervisor is that the card can’t be used as payment, I experienced the stress, and I was anxious of how this can be prevented as my supervisor highlighted a payment not charged on account and guest had already left this was called a ‘walk out’ not a guest fault but the hotel system error reflecting badly on the supervisor (Duthie N 2024). 
My learning from Johnston (2012), it’s a reflection on method and style of payment, the guest is staying for free, and this is a loss of revenue for the hotel. 
My previous experience the premier inn hotel (2023) this was not the case payment is taken from a guest bank card and held by the bank once guest has checked in payment is cleared this saved on non-payments and the shadowing my supervisor at the ‘Maldron’ card payment system you can’t charge a card, since guest not present (Duthie N, 2024). To be effective Stephenson (2004), describes styles to self-develop is important role, as it was pressure on the supervisor which could potentially be resolved with a new method, I would have left a note on supervisor handover to say these are the cards that have not been charged please follow up on guest arrival and highlight as payment completed. 

A fire walk was completed with Duthie (2024) in the first part of my shift and again at the middle of the shift this is always done by the front office designated manager three times a day, there is three shifts at front office meaning three checks of everything by management (Maldron 2024).
Good practice guide by Asset (2019) for effectiveness’ at workplace/placement, i completed front office service in meeting standards efficiently using the pods (Guest platform 2024). Gaining the learning experience of using the pods to check in out of guest to speed up service, I found myself overwhelmed in using  the ‘Pods’ as guests gave a sense of annoyance,  it is set by hotel manager, Wadcock (2024) who advised ‘this is to keep up with standards of a four-star hotel’ and a staff is to be by the side of a Pod at all times. This also takes away a bonus income from the staff at the hotel every guest mentions the staff get five pounds cash bonus added to their pay.  The pods are a longer process as full name and surname and room number is confirmed to checkout compared to front office you just say you’re room number and its done, to prompt this pod service guests are told how the hotel save on paper and this a greener method of sustainable practice by the hotel, and I feel they have not thought about the amount of electricity that is being used to use these pods so it might not be very sustainable (King 2019). 
Conclusion
Reflecting on my learning experience front office, ‘The Maldron Hotel’ working at peak time of bookings demands rise as the weather is warmer mainly tourists and tours are pre booked in groups. Every day was learning development, of insight into hotel operations that will be applied to my future career in hospitality (Stephenson 2004). 
I engaged in shadowing my supervisors Khan (2024), in setting up to cover bookings of meeting and events. Efficiently managing the ‘Pods’ time consuming and the pods also took away the employee’s personal touch of greetings a guest did have its positives at busy times the pods are necessary as it prevented que’s. The managers have a quarterly meeting at the hotel where staff meet up to discuss the hotels issues positive or negative over a meal, On reflection at the Maldron Hotel the Brands positioning is to have the right people for the right task. ‘Walk outs’ Card payment methods could be next topic to solve.
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