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[bookmark: _3fwxwiotzthn][bookmark: _645kpcbygd25]Introduction 
Finding the self-gaps and focusing on personal development is crucial to adapt new skills and knowledge for professional improvement (BUȘU, 2024). As a student of hospitality management, I completed an internship at Delta Tudor Park under the Marriott group as a front desk executive. The internship period was full of fun, new learnings, and a lot of incredible experiences from both positive and negative points of view. The hotel is committed to keeping sustainable environmental practices, such as Guest Room Recycling, which inspires me to concentrate on protecting nature. The hospitality sector is a Green Key Certified organisation that reduces 21.58 kg of carbon footprint per room per night (Marriott.com, 2025a). In the reflection, I will share the experiences during my internship course through Gibbs' Reflective Cycle. The reflective model is helpful to highlight the inner feeling, both positive and negative experiences and find the lacking attributes in me.
[bookmark: _t8k02px2um9y]Reflection - Gibbs Reflective Cycle
Gibbs Reflective Cycle advocates effective questions within an individual in six distinct stages within a situation. 
[bookmark: _36ude752lccp]Description
The internship session was a fantastic opportunity to start my professional life that asses me to develop from level 4.I were quite nervous to think that I cannot manage the responsibilities of the largest organisation. I must remember a lot of information as a front desk agent so that I can provide the best customer service. In the phone call, the consumers have asked about the room pricing, food menu, event management accommodations, and other conveniences at the Marriott - Delta Tudor Park (Hashim et al., 2023). At first I was quite nervous and forgot to remember so much information. Furthermore, I was unable to answer the questions received from the clients. Still, I used my knowledge and learning of the Term 2 module, where I learnt about the concept of guest service. 
[bookmark: _mahgknyns9ia]Feelings 
The pressure of daily operations was increasing day by day and I was not prepared to meet my responsibilities, which made me anxious and stressed about my duty. I started to feel demotivated, and there was no urgency to learn new things for my self-development. I started to think about taking a wrong decision, such as skipping my internship, which might have affected my academic career a lot. One fine day, my manager called me into her chamber and asked me why I could not progress in my workplace. Firstly, I felt hesitant to share the complexities of mine that are quite challenging to address in the office. The responsibility of a leader is building a friendly relationship with the team members so that they can ask for help for self-development and provide noticeable contributions to the growth of the organisation (Ahmadpour, Shariati and Moghadam, 2025). My team leader has started normal meetings with me and assured me that she will take effective initiatives to reduce my problems. 
[bookmark: _xcne2stnmvgp]Evaluation
After communicating with me for half an hour, my manager has found that I have several issues, such as effective communication, remembering information and balancing responsibilities, which is creating barriers to focusing on my duty. The superior has suggested keeping notes for valuable information about the hotel, such as 12 event rooms, 7726 SQ FT of event space, 13 meeting rooms with a capacity of 250 people, a wedding venue in Kent and some phone numbers (Marriott.com, 2025b). The team leader also recommended that I should interact with my seniors and colleagues to gather more information about the hotel and my responsibilities. It will be beneficial to increase my communication skills to interact with the consumers and make them feel overwhelmed, which will create a famous brand value for the organisation. In addition, I also started to recall my earlier learning about diverse types of communication that I learn in Term-1. I started non-verbal communication with the consumers through sending e-mails and messages to answer their queries and create a friendly reputation for Marriott - Delta Tudor Park.
[bookmark: _wrmy1hwminkc]Analysis
Everything was running perfectly and day by day, my motivation towards my job had returned. Though my knowledge was not sufficient to understand the personalised demands from the clients. Transferable skills, practical experience, and professional knowledge are also the requirements to fulfil my duties at Marriott - Delta Tudor Park. As a new employee, I started to feel that a training session or workshop could be helpful for me to increase my academic and professional knowledge. 
It makes me quite hopeless that my senior management does not take any initiative to provide me with practical guidance in complex situations. I had no idea how to deal with uncertain challenges as I was lacking in effective decision-making and communication skills. For example, one evening, a couple arrived at our hotel to have dinner at our place. They asked me about the champagne collection by the firm, and I also provided the list of hard drinks with the pricing. Unfortunately, the woman has asked me whether we would be able to provide a glass of champagne with a floral aroma or not. She needs a champagne with the extract of jasmine, which was not mentioned in our menu card. I denied to the couple that we cannot offer the drink and they left the place without having dinner. After knowing the incident, the bartender of the hotel and my manager got rude about me and informed me that the mixologist is an expert at making diverse types of hard drinks. I absolutely ask him first about the personalised demand from the bartender before informing the couple about the personalised convenience. This incident was beneficial in applying the Behaviourism theory for learning based on the actions and needs during a complex situation (Praveena et al., 2025). Applying the theory during the learning session was favourable for me to solve problems and manage multiple tasks at the same time. Using this theory, I was able to effectively analyse the behaviours of my co-workers during my work at Marriott. I have found that that my behaviours may affect my communication with other people. My co-workers perceived that I could not properly behave during the team meetings. They suggest4ed me that I need to develop my professional communication skills to effectively behave during serious team working situations. 
[bookmark: _uytbeg3mm7ut]Conclusion
The internship period at Marriott - Delta Tudor Park was a wonderful experience in my life to gather new learnings and develop my academic career. I had an opportunity to meet with new people, interact with them, and learn new operations through practical experiences at the hotel. My seniors and managers had shown a great, friendly nature to me for adapting to the rules and regulations of the task. However, after completing the internship, I have found that I need to improve my communication and decision-making ability to achieve success in future. From my term 1 module I have found different framework such as SMART action plan that can be used by any individual, group, or business entity to develop specific, measurable, achievable, relevant, and time-based goals to meet current gaps. Thus, based on my current skills gaps in communication and decision-making a SMART action plan has been developed 
[bookmark: _8u0t3kmozjtn]Action plan 
	Specific Goals 
	Measurable 
	Achievable 
	Relevant
	Time base

	Effective communication 
	· To understand the requirements of clients
· Ask for help from colleagues and senior management to learn new things
	· Participate in academic debates and the classroom to minimise inertia
· Ask questions and effectively take part in a conversation 
· Be mindful of the body language and emotional intelligence
	· Focus on the tone
· Practice active listening
	6 months 

	Decision making
	· Avoid crucial challenges and meet consumer satisfaction
· Generate innovative ideas for innovative services to boost the brand value 
	· Prioritising collaboration to seek ideas from different individuals
· Understand the responsibilities according to the demands of the clients
· Learn from other leaders who are efficient in decision-making
	· Increase networking to enhance ideas
· Boost confidence and tolerance to deal with any complex situation
	1 year


Table 1: Action plan for effective communication and decision making
[bookmark: _sastha9rn68d]Conclusion 
The reflective report was about the experiences during the internship session as a front desk agent in the Marriott - Delta Tudor Park. I was able to boost my professional skills and knowledge during the job session from real-world experiences. My manager and team member were quite helpful in reducing my working barriers, but the organisational initiative was poor in offering training for the development of the employees. I had to face a lot of negative situations, which I could not deal with and failed at consumer service. Proper training, guidance, and an effective action plan have helped me to improve my weaknesses and enhance my professional skills for future advancement. 
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