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· Introduction

My placement at Marriott Delta Hotel Bristol provided a comprehensive experience of the Front Office operations, a vital department that manages guest check-ins, check-outs, and manages enquiries and complaints. This aspect is crucial in influencing the complete experience for visitors. 

My main goals for learning included:
· Enhancing my ability to connect and engage with others.
· Gaining proficiency in the technical elements of Front Office operations, including managing the property management system (PMS).
· Creating strong approaches for resolving conflicts.
· Improving my teamwork with other departments to create a smooth experience for guests.

I have utilised Gibbs' Reflective Model (1988) to steer my reflection, offering a systematic method for examining my experiences and pinpointing areas that need enhancement.











· Section 1: Reflection on Experience and Personal Development

1. Description
One of the most unforgettable experiences was managing a high-pressure situation at the Front Office during an especially hectic afternoon. A bunch of guests showed up at the same time, and I had to speed up the check-in while making sure everyone felt at home. A situation became more challenging when a guest expressed frustration over their reservation not appearing in the system. I noticed the Front Office Manager approach with a composed and comforting presence, which eased the tension, and I gained insights from this experience afterwards.

2. Feelings
Initially, I experienced a sense of being overwhelmed and a surge of anxiety. Juggling several responsibilities while addressing an upset guest left me questioning my skills in managing stressful situations. As the day went on, I started to feel more confident, particularly when I noticed how well my manager interacted with the guest and managed the situation. This helped me understand the importance of maintaining composure and self-assurance, which enhances both the experience for guests and the effectiveness of the team. By the end of the day, I felt a sense of accomplishment from my small victories and a renewed commitment to enhancing my abilities.

3. Evaluation
The experience had both positive and negative aspects. On the positive side, I learned how crucial it is to provide guests with clear and efficient service, which can set the tone for their entire stay. Successfully managing check-ins and answering questions about local attractions increased my confidence and highlighted my ability to multitask effectively. However, when faced with complaints, I initially struggled to maintain my composure and deliver a quick solution. This taught me that I needed to develop my conflict resolution skills and learn how to use stressful situations as opportunities for growth (Mayer, Salovey & Caruso, 2008)


4. Analysis
This experience highlighted how crucial it is to communicate well and understand emotions in service roles. Theoretical frameworks, like Grönroos’s (2007) service management model, emphasise that clear communication fosters trust and can improve guest loyalty. Watching my manager demonstrate active listening and a composed attitude while managing the guest complaint was a real-world example of these concepts in action. Furthermore, I discovered that managing various responsibilities effectively, while maintaining a tailored approach, is essential for thriving in Front Office operations (Kotler, Bowen & Makens, 2014). My educational experience from Level 4 to 6, where I explored the principles of customer service and operational management, offered a solid groundwork that I was able to use during my placement.

5. Conclusion
Looking back on this experience, I realise the importance of combining technical expertise with interpersonal skills, like empathy and active listening. Although I have made strides, there is still potential for growth, especially in addressing complaints with more assurance and effectiveness. This insight has inspired me to pursue more chances for enhancing my skills.

6. Action Plan

To enhance my progress, I will:
· Conflict Resolution Training: Participate in workshops that emphasise de-escalation strategies and effective communication skills to address guest complaints with greater assurance.
· Engagement Practice: Incorporate daily engagement exercises to guarantee I am completely focused and responsive to the needs of guests.
· Collaborative Learning: Engage in training sessions with teams like Housekeeping and Food & Beverage to develop a comprehensive understanding of hotel operations and enhance service quality.

· Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

Practical Skills for the Workplace
Skills gained through practical experience, like clear communication, tackling challenges, and managing multiple tasks, are crucial in guest service roles. A situation that really showed how crucial these skills are was when I had to help a guest who was frustrated about a reservation problem. The pressure was intense, but I managed to stay calm, address their concerns, and quickly find a solution by working together with the reservations team. This firsthand experience emphasised the importance of service recovery in ensuring guest satisfaction and loyalty (Michel, Bowen & Johnston, 2009).

Understanding of Technical Concepts
The technical skills I gained were just as significant. Getting a handle on the property management system (PMS) helped me speed up check-ins, handle room assignments effectively, and reduce mistakes. Research by Law, Buhalis & Cobanoglu (2014) emphasises how technology improves guest service, and my experience supported this finding. Mastering the PMS significantly enhanced my productivity and minimised guest wait times, leading to a more seamless operational experience.

Interpersonal Skills and Emotional Awareness
My placement experience highlighted the significance of emotional intelligence, as outlined by Goleman (1995). Understanding and responding to guests' emotions is essential for creating a positive experience. During a billing disagreement, I maintained a composed and understanding demeanour, which contributed to diffusing the tension. This experience highlighted the importance of understanding emotions and how it affects the happiness of guests. Moreover, clear communication, whether spoken or through body language, was crucial for making sure guests felt acknowledged and valued.



· Section 3: Reflection on Organisational Issues

Case Study: Guest Complaint About Room Readiness
A particularly tough moment I faced was when a guest expressed dissatisfaction because their room was not prepared on schedule. The hold-up happened because of a misunderstanding between the Front Office and Housekeeping. The guest’s frustration was clear, impacting their experience and adding extra pressure on the Front Office team. The situation posed a threat to receiving a poor evaluation, potentially affecting the establishment's standing.

Impact on Operations and Reputation
This situation showed how poor coordination can result in service failures, echoing the insights of Hart, Heskett & Sasser (1990), who highlight the cascading impact of service disruptions. The postponed room availability affected the productivity of the Front Office and created extra stress for the team. Addressing issues became essential, and I discovered that staying ahead with clear communication and prompt updates is vital.

Proposed Solutions:
To avoid facing the same problems again, I recommend:

· Introducing a real-time communication tool, such as a shared app, for updates between the Front Office and Housekeeping would guarantee that room statuses are precise (Kotler, Bowen & Makens, 2014).
· Incorporating buffer periods for room readiness can effectively manage expectations and minimise any potential dissatisfaction among guests due to delays.
· Educating team members on effective service recovery methods, like providing complimentary amenities or discounts, can transform a negative situation into a positive experience (Michel, Bowen & Johnston, 2009).



· Conclusion and Action Plan
My placement has given me important insights into the essential aspects of communication, technical skills, and emotional intelligence in guest service operations. The insights I gained will shape my future career, and I am dedicated to ongoing growth.

 Action Plan

· I plan to take courses to improve my skills in handling guest complaints effectively.
· I intend to pursue guidance from seasoned managers to enhance my understanding of hotel operations.
· I will stay informed about the latest developments in hospitality technology to enhance efficiency and guest satisfaction.
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