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The Marriott Waltham Abbey placement in the guest service sector was a fascinating and uplifting experience for me. I was struck by the Marriott family's exceptional level of service and friendliness as soon as I stepped into the facility. I was able to expand my skill set and sharpen my guest service abilities because to this employment. I have always been drawn to the guest service industry, and the Marriott Waltham Abbey provided me with the chance to demonstrate my abilities. I had the opportunity to see the cleaning process of the rooms and participated in the work myself. I concentrated on developing my problem-solving and effective communication abilities during my internship at the Marriott Waltham Abbey. Every day, in the building's dynamic environment, I faced fresh, intriguing issues for which I had to rapidly think of an answer.
I will use the ERA reflection model to review events.
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Figure1 Jessica Robinson (2022)
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My primary task was to ensure that the guest had a comfortable and pleasant stay with the team. I have always valued attention to intricate details and tried to complete tasks as well as possible. My positive experience was the room service, where I felt good that I could contribute to the comfort of the guests by serving the sumptuous breakfasts. Most guests who choose to eat in their room do so because it is convenient (usually for business guests) or because it is luxurious and relaxing, (Herz, 2020). Exceptional guest experiences also start a positive cycle of high guest satisfaction and good online reputation, which in turn leads to newer and repeat business, (Guest Joy, 2022). Of course, there are also dissatisfied guests, which must be dealt with immediately.
During my accommodation work at the Marriott Waltham Abbey, a guest had a negative experience with the bedding, which gave me personal reflective feelings. A guest's experience encompasses their feelings during their interactions with the hotel and its several departments, offerings, and services, Anders Johansson (2022). Given the circumstances, the problem was as follows. Since the cleaners work in a different system, the OMNI program is not digitally compatible with the Opera System used in the Front Office. Unfortunately, this is a communication error, and the housekeeping manager did not properly check the tasks to be performed, and he was not communicated well with the Front Office, so we do not know about the problem either. In most hotels, what is the most important thing? Excellent and economical guest service. However, the way hotel departments interact has a significant impact on how well guests are served. If they do not communicate well, guest will not enjoy their stay at the hotel and will not want to return, (Ehotelier, 2020). This hotel has not invested money in connecting the programs, what is 7000 pounds expenditure said the Housekeeping Manager, which led to bad guest experiences. The employees on the shift were sad and they were also nervous because they said that this was not the first case of this kind, so it was a recurring problem. 
There were complaints about the outdated heating system, non-functioning heating in the rooms, but the positive thing is that the maintenance staff, with all their knowledge, resolve the complaints in the shortest possible time. The maintenance and functionality of the equipment is ensured by the continuous cooperation of the maintenance staff and the food and beverage, cleaning and front office departments, Rajak (2023) makes this partnership crucial to ensure visitor experience. First, it is important to note that problems are discussed the all-department management and tried to be solved in the shortest possible time at the daily management meeting. Why is the daily management meeting important? 
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Figure2 (Lund, 2018)
The guest was particularly startled by the pool and sauna shutting. The hotel suffered a monetary loss in this region due to the 150% increase in gas costs and the 300% increase in energy rates, making upkeep of this section costly. Unfortunately, as I was unable to participate in the work in this area, I missed this opportunity. Based on the (House of Commons Library report 2023), published by the UK (United Kingdom) Parliament, in April 2022 alone, there were monthly price hikes for gas and electricity that were by far the most on record since 1988. The energy price cap limits saw increases of 12% in October 2021, 54% in April 2022, and 80% (gas by 91% and electricity by 70%) in October 2022. This is how the management's decision is understandable.
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Figure3 (House of Commons Library report, 2023)
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I felt like I was getting personal criticism when the guest complained about the bedding, and it took a bit of a toll on my confidence. In addition, it was often cold in the hotel, which made me frustrated because the heating system did not work well, and I was cold. The staff was also stressed because this problem keeps coming back. They work hard every day in the cleaning department. It is important to note that the job of a hotel housekeeper is physically demanding, even if it does not seem difficult, Thomas (2023).  
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Figure4 By Learner (Waltham Abbey Family Room) 
My reaction to guest complaints was quite intense, I became stressed. In the next situation, I must improve on this, because the guest also sees this negative in me. It only takes one ill-mannered employee to get a negative review from a customer, so it is essential that staff know how to handle complaints politely and appreciate the importance of a good attitude, Alemar (2022). Also, the fact that I had an unpleasant experience due to the heating is not the guest's fault, so I must improve my reaction. Superior skills can enhance the experience by showing that you value their comments, pay attention to them, and communicate things clearly (Sage-Advices, 2021). Overall, although this negative experience left me with an unpleasant feeling, it gave me an opportunity for professional development. 
“The existence of hospitable behaviour, or ‘hospitableness’, is a vital prerequisite for the provision of hospitality in its fullest sense” (Wood, 2013, p. 60).
This reflective process reinforced in me the desire to always strive for the satisfaction and comfort of the guest, even if I make mistakes in the process. 
“In addition to the areas of hospitality we discussed, professional housekeeping requires a staff with a sense of pride. Housekeeping staffs must show concern for guests, which will make the guests want to return” (Jones, 2008, p.4).
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I learned from my reflection that next time I will be calm and not take any mistakes personally. I learned that it is necessary to check the submitted requests in the system several times and that the Manager also needs to handle this information much more efficiently and communicate with the team and motivate them. 
“The motivation of employees is accomplished by the manager creating an environment in which employees can motivate themselves.” (Jones, 2008, p.11).
This will avoid such unpleasant situations in the future. I still recommend the improvement of the communication line, as this may lead to further dissatisfaction of the guests, and the modernisation of the heating is essential.
Overall, more than 50% Waltham Abbey hotel rated 5 or 4 stars based on TripAdvisor reviews, which is fantastic, but could still be improved.
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Figure5 By Learner (Reviews Statistic)
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My time at Marriott Waltham Abbey was beneficial to my personal development. In the hospitality industry, true hospitality goes beyond simply completing tasks – it involves understanding and meeting the needs of guests. I am glad I had the opportunity to learn how to make the most of my talents and provide exceptional service. It is essential to understand that guest satisfaction is the most important aspect of my job. When guests are satisfied, it not only enhances their experience, but also contributes to the hotel's overall reputation and success. Empathy and a positive attitude are vital qualities in the hospitality sector. My ability to empathise with guests and understand their needs and concerns allows me to provide personalised and attentive service. I have gained valuable insight from my experience, and I am sure that these lessons will continue to be useful in my future endeavours.  
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1. Previous day's occupancy, rate, and RevPAR.
2. Anticipated occupancy, rate, and RevPAR for
tonight.

3. VIP arrivals and departures.

4. Previous day's security and safety report.

5. Restaurant summary: yesterday and today,
covers, issues.

6. Housekeeping sick calls for today, rooms out of
order.

7. Banquet activity yesterday and today, special
needs.

8. Maintenance report, noting special activity,
getting rooms back.

9. Guest complaints and compliments received,
follow up.

10. Rooms pickup report for the previous day.
11. Labor summary with variances to plan.

12. Human resources update with a highlight on

training.
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The EPG limited energy price rises to 27% in October 2023, rather than the 80%
increase in the cap. Bills in winter 2022/23 eased by the £400 EBSS
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