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At the time of my placement at Marriott Portsmouth Hotel, I was assigned a managerial role in the Front Office department where I was responsible for managing guest services as well as meeting staffing needs and overseeing check-in and check-out procedures. In this role, the most important function is to directly interact with customers and attend to their queries on promptly so as to ensure optimum customer satisfaction (Sayin and Karaman, 2019). The main objectives behind this placement were to enhance my abilities in connecting with the guests and coordinate with them upon their arrival at Marriott Portsmouth along with measuring the staffing issues and problem-solving skills thereby ensuring smooth execution of all the related operations. My personal learning outcomes were focused on uplifting my vocational, interpersonal and academic skills so that I can grow my competencies and cultivate a deeper understanding of the hospitality industry.
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The overall placement was a crucial learning opportunity for me as it helped me grow as a strong and confident personality and even develop my skills necessary for managing operations in the hospitality sector. I would want to reflect upon this experience through the application of the Gibbs’ Reflective Cycle across the following stages:
Description: During my placement, I was engaged in managing hotel administration activities including reception services, guest reservation and registration, accommodation, payment systems, coordination with housekeeping, etc. It has stimulated my perceptions and helped me to perceive different challenging situations with a creative mindset. While adapting myself in this role, a major managerial challenge related to guest satisfaction surfaced prominently which affected the operational efficacy of Marriott Portsmouth. Despite robust efforts being taken to attend to guest complaints and demands, it was quite difficult to maintain consistent guest satisfaction scores especially during the peak seasons. The extreme surge in guest traffic at the Hotel, undoubtedly drove the organisational revenue, but inevitably led to extended waiting times at the reception desk. I experienced struggles in providing prompt accommodations and reservations or housekeeping services to the guests at peak times thus consequently leading to a decline in their satisfaction level. In this phase, the workload intensified and I faced considerable staffing needs for responding to the customers’ requirements. The existing staffs were unable to meet all the guests’ demands which was affecting the Hotel’s service quality. These were moments of pressure which made me realise the urgency of proposing effective solutions to address this challenge and sustain higher customer satisfaction level. 
Feelings: In the earlier stage of my placement, I approached with my front desk management operations with an elevated sense of enthusiasm and eagerness. I am always excited to interact with different types of people and like to communicate with them to exchange diverse viewpoints with each other. Thus, my placement at Marriot Portsmouth enabled me to grab the opportunity of satisfying my interest in an effective way. It is crucial for the personnel managing the front desk or reception at the hotels to possess good and clear communication skills so as to deal with diverse customers and resolve their problems efficiently, if any (Sriyam, 2010). It was a very enthralling experience as I could devote my services to the benefit of the guests as well as contribute to the brand reputation of the Hotel. 
However, as the workload intensified during the peak seasons, it became much challenging for me to cater to the needs of all the guests who arrived at our reception desk. I encountered complaints from many guests regarding prolonged waiting times, lack of prompt reservation or accommodation facilities or other related services. This was because of the escalated strain on the existing staffs which caused burnout among them and ultimately made me experience challenges in driving customer satisfaction during peak hours. Therefore, even with all-hands-on-deck, I felt extremely overwhelmed and underconfident in managing my staffs as well as guests’ overall experience.
Evaluation: As I delved into the main issues, I proposed the implementation of a dynamic task scheduling system which helped in prioritising the activities of every staff in a systematic and distinctive way thereby ensuring a smooth flow of operations and enhancing the quality of customer services. Prioritising guest services make them feel comfortable at the time of reservation and also ensure them that they would be taken good care of by the staffs during their stay at the hotel (Astuti, et al. 2018). Being the front desk manager of Marriott Portsmouth, it was my responsibility to ascertain fulfilment of this objective and thus, I emphasised upon employing additional staffs temporarily during peak hours in order to mitigate the issue of burnout and alleviate the strain of the existing staffs. Also, I laid my focus on conducting weekly training programs and open discussion sessions where all the staffs were given training on how to manage workload seamlessly during peak hours and collaborate with each other to exchange thoughtful insights on executing all the tasks efficiently. This training and open discussion sessions helped in empowering the staffs and enhance their commitment with the organisation thus leveraging the Hotel’s productivity (Ahmad and Scott, 2014). I also encouraged feedback from staffs and guests in order to learn about their respective concerns and strive for continuous improvement. 
Analysis: The hotel industry is highly labour intensive and the front office managers have the responsibility to meet the required staffing needs in order to emphasise more on guest happiness and satisfy their desires at all levels (Jawabreh, et al. 2022). This role gave me the opportunity to immerse myself in the complex mechanisms of the hotel administration while increasing my vocational and self-development skills in a profound manner. In terms of vocational development, I think I made the right decisions about increasing the number of staffs during peak hours as well as prioritising guest services which not only attributed to catering to the guests’ requirements promptly but also supported the staffs in maintaining consistency in their service quality. I embraced my constant attention on empowering my staffs for encouraging them to perform their tasks actively. Moreover, I gained analytical skills about setting and maintaining a systematic work schedule and supervising the front office staff which I applied during my placement and satisfied my learning outcome of academic development. From the self-development point of view, I observed an excellent application of my knowledge of communication theories and importance of training during the open discussion and training sessions. I developed empathy and delegative abilities as I listened to and acknowledged the concerns of the staffs regarding workload thereby allocating tasks to them according to their capacities.
Conclusion: The placement tenure highlighted the significance of continuous learning and adaptability to challenging situations in the hospitality industry. However, I missed the opportunity of engaging in cross-departmental activities and further developing my leadership skills as I did not collaborate with the personnel of other departments and coordinate with them. Collaboration plays a key role in maintaining consistent guest satisfaction scores in the hotels as it fosters strong cross-departmental relationships thus improving the service quality (Fu, et al. 2020). Lack of such knowledge might limit my exposure to broader organisational functions in my future career in the hospitality sector.
Action Plan: Moving ahead, I aim to engage myself in cross-departmental communication session and take initiative in actively participating in their operations by attending relevant workshops and seminars. I even plan to build a comprehensive network within the organisation as well as with the industry experts for facilitating my learning and professional development in the future. 
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