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The tourism industry is largely shaped by the hospitality sector, which holds a significant position within it. Not only does this sector contribute to the overall revenue generated, but it also creates numerous job opportunities on a global scale. Furthermore, due to the international nature of the hospitality industry, it stands out as one of the most prominent branches of tourism. 
Within the realm of tourist services, accommodation and food services play a vital and fundamental role, serving as the foundational services for tourist consumption at holiday destinations (Jones, 2004).
Services, including accommodation and food services, possess an inherent quality of intangibility. While providing food, drinks, and lodging, hotels also offer certain tangible elements. These elements can prompt questions such as, "What are the room amenities?" or "How substantial is the portion size?"

While evaluating hotel services, we must not disregard the intangible factors such as the standard of service provided, fulfillment of the promised commitments at the time of booking, the customer's comfort and safety, and the time taken to fulfill an order. 
Customers assume certain risks when booking a hotel room, dining at a restaurant, or traveling to a distant location, primarily due to the confluence of these elusive elements that are hard to quantify and lack definite boundaries in terms of space, size, color, scent, or identification.
In the hospitality and service sectors, guest services play a crucial role in creating memorable experiences for guests (Solomon, 2017). 
A person with good guest service skills can create a positive first impression, and go above and beyond to exceed customer expectations. Guest services skills involve having the ability to listen actively, understand guests' requirements, and provide accurate solutions (Toister, 2018). 
Besides, a service-oriented professional should be empathetic, polite, and patient, particularly when dealing with difficult or demanding customers. These skills require extensive training, and people working in the hospitality and service industries should possess a strong work ethic and a willingness to learn and adapt to changing situations (Wood, 2014). Exceptional guest service can boost customer loyalty and retention and ultimately help an organization in achieving its business objectives.

Therefore, I consider that I have fully understood what means all these. I understood what means the process of reflection, self-assessment and reaction to feedback during my placement at the Delta Hotel by Marriott in Swansea to assess my performance, skills and individual development. Having a lot of life experience at my age, I have already used, willingly or not, this process of reflection including at work, in education as well as for personal development. 
However, I understand the importance of asking questions and reflective writing during a placement.

Asking questions is a crucial part of learning and gaining hands-on experience in any field. It allows you to gain a deeper understanding of the work you are doing and to clarify any doubts or misconceptions you may have. By asking questions you can also demonstrate your interest and enthusiasm for the work you are doing, which can be a positive impression on your supervisors and colleagues. 
So, I asked everything I wanted to know and I carefully observed all the tasks performed by the staff of the Delta by Marriot hotel in Swansea because we can always learn from each other, if not things to improve our performance, at least things like ,‘don’t do this'.
Eight years ago, after two months of my arrival in the UK, I got a job at the Beachcomber guest house in Swansea and the employers offered me the daily opportunity to learn everything related to the activities of a hotel. So I learned from the experiences own and from each task done and I did very well.
Both from my previous experience and due to the opportunity to be part of the Marriott team during my placement, I learned that these are the most important skills needed in the hospitality industry and especially in customer relations:
• Communication: Being able to effectively communicate with customers, colleagues, and superiors is essential for success in many jobs. Good communication skills involve not only speaking and writing clearly, but also active listening, empathy, and the ability to tailor your message to the audience.

• Teamwork: Many jobs require employees to work collaboratively with others in order to achieve a common goal. This can involve coordinating tasks, delegating responsibilities, and effectively communicating with team members. Teamwork skills also encompass the ability to effectively resolve conflicts and support your colleagues.

• Task management: The ability to effectively manage tasks and prioritize responsibilities is critical in any role, especially those with a heavy workload. This skill requires the ability to break down complex projects into smaller, manageable tasks, and to prioritize these tasks based on urgency and importance.

• Guest services: For roles in the hospitality or service industries, guest services skills are critical. This involves providing excellent customer service, being able to anticipate and address guests' needs, and maintaining a positive and friendly demeanor even in challenging situations.

• Operational issues: In many roles, it's necessary to be able to quickly identify and resolve operational issues in order to minimize disruptions and keep things running smoothly. This can involve problem-solving skills, quick thinking, and the ability to work well under pressure.

Experience in the hospitality industry has made it clear that exceptional customer relations skills are fundamental to creating a positive guest experience (Farrell, 2019). 
The ability to communicate effectively, both verbally and in writing, is essential when dealing with guests from diverse backgrounds and cultures 
Listening to guests and showing empathy is also critical in ensuring guests feel heard and valued. Furthermore, the ability to anticipate guests' needs and go above and beyond to meet and exceed their expectations is a hallmark of exceptional customer relations skills. This can involve making recommendations for local activities or services, providing additional amenities or services, or just being available to address any concerns or questions a guest may have. 
Additionally, professionals with strong customer relations skills should have a positive attitude and be able to remain calm and composed, even when under pressure (Woods, 2011). By prioritizing customer satisfaction, individuals working in the hospitality industry can create a positive reputation for their establishment, improve customer loyalty, and increase business revenue.

From this point of view, the placement at Delta Hotel by Marriott was easy because I interacted with clients at my previous job, I helped when needed and did everything necessary to make them satisfied and I even received very good feedback good and my former employers were very pleased because many of the clients I served returned to the hotel.
Guest Service software systems (PMS) are commonly used within various departments within the hospitality and tourism industry to provide better guest experiences and streamline operations. 

These systems can provide real-time updates, automate repetitive tasks, and offer comprehensive reporting capabilities, which can help departments, improve their operational efficiency and guest satisfaction and it can rightly be considered the "brain" of the hotel.
The problem observed during the placement is related to the maintenance. When you check in a guest in a room, you must be sure that all the utilities in that room are functional. How annoying can it be for a customer when the socket, the lamp, the shower do not work or the TV and if the customer announces the malfunction and the maintenance team cannot solve it, then the front office should offer another room to the customer because you cannot neglect this, the services offered must be complete, according to the standards.
In conclusion, all the theoretical and practical notions about serving guests acquired both from my own experience, from the course I am following and thanks to the placement will help me in the future to apply successfully for a job in the field or even to open a small house of guests to manage personally.
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