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[bookmark: _Toc167229372]Introduction
Delta Hotels by Marriott, a vibrant brand of premier hotels is dedicated to providing the best guest services coupled with the high efficiency of its administrative operations. The Front Office, where I have been positioned under Mr Livio Camelo as my Manager, does have a pivotal status in the hotel’s existence, being the nerve centre for both guest interaction and office work. The front desk team manages the reservation process, registration, departure, financial matters and guest inquiries.


[bookmark: _Toc167229373]Section 1: Reflection on Experience and Personal Development
Model of Reflection: Gibbs' Reflective Cycle
The essence of Gibbs' reflective cycle is to provide a systematic procedure for event analysis. It consists of six stages: Description, feelings, evaluation, analysis, conclusion, and action plan (Lillyman and Merrix, 2021).
[bookmark: _Toc167229374]Description
During my working term, I had the pleasure of working under Mr. Camelo, a senior manager who gave me first-hand experience with how things work in supervisory and duty management responsibilities where I realized the crucial role of firm organization and acting in an advanced manner in meeting customers' needs, which is the concept in the hospitality service domain that employees are supposed to ensure their customers enjoy their stay and go back satisfied (Kim, 2019).
[bookmark: _Toc167229375]Feelings
Firstly, I have got the impression that I was captured by a huge number of tasks and the high speed of the environment. Nevertheless, being supervised and guided, coupled with experience, I grew more eager to undertake responsibilities and relate with guests.
[bookmark: _Toc167229376]Evaluation
The process was an irreplaceable one as it equipped me with quality problem-solving and communication skills. Realizing the significance of availing of straight-to-the-point communication in resolving guest inquiries and complaints was one of the most striking things I learnt during my work experience at the hotel. Watching Mr. Camelo’s professional style, I got more of a sense of how to manage people in a team working environment and to make critical decisions in crucial moments. This experience gave me valuable insight into the development of communication and problem-solving skills that are related to the Situational Leadership Theory, according to which leadership depends on situational characteristics, and, working alongside Mr Camelio, I observed how he met the challenges of addressing customer inquiries and complaints, which greatly enriched my understanding of the value of adaptiveness and flexibility in the process of team-making and decision (Nicholls, 2020).
[bookmark: _Toc167229377]Analysis
The most essential skill that I have gained is communication. Proper communication is an important factor that makes it possible for guests’ needs to be met on time and this, in turn, helps to sustain high levels of service delivery. Being also in tandem, teamwork and leadership were key elements to be able to operate the Front Office without hitches. Regarding task management, another essential area; organizing and executing tasks on time is very crucial in a workload with high intensity (Park and Kim, 2021). Communication has emerged as a critical skill, in line with the SERVQUAL model's dimensions of responsiveness and assurance, which focus on ensuring timely and dependable service delivery and observing how coordinated efforts are important to achieve high standards of service and well-run hotel operations as validation to the service leadership under Mr. Camelio's supervision (Cronin and Taylor, 2022).
[bookmark: _Toc167229378]Conclusion
The internship marked a truly significant step in both my personal and career development. As a result of my internship, I realized that I need to not only the details but also to be prepared to use the newly obtained skills. My practice taught me that securing progress in the hospitality sector requires perpetual learning and readjustment.


[bookmark: _Toc167229379]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
[bookmark: _Toc167229380]Communication Skills
Herzberg’s theory identifies hygiene factors (like tidiness), as well as motivators (such as customer-centred services) (Olorunsola, 2022). Thanks to Mr. Camelio, we efficiently dealt with our VIP guest’s problem regarding the unsatisfactory cleanliness (this is the hygiene factor) of the room. Then Mr. Camelio showed us how the clever use of a complementary service as a motivator in addition to the hotel’s basic offerings could contribute to an increase in the level of guest satisfaction. The precious experience played an equally important role in clear and empathetic communication. Mr. Camelio’s method became evident in how an individualized approach could meld solutions and enhance the guest's perception of the hotel to the positive side. Efficient communication allows the guest to feel that he/she matters to the service he is receiving, and then a negative experience could turn into a positive one (Olorunsola, 2022).
[bookmark: _Toc167229381]Teamwork
Belbin’s Team Roles concept sees 9 roles that teams might be formed with, for instance, the adapter and the shaper. In the process of event organization, Mr. Camelio was not just a person responsible for the job distribution and control of the work done, but he also arranged tasks properly and effectively (Yeh et al., 2016). I took time to watch the interlinkage of the housekeeping manager and maintenance team as they executed their respective responsibilities promptly. Successful teamwork led to the fact that all private rooms and conference facilities were in an ideal condition (Yeh et al., 2016). Through this situation, I was able to identify, align, and capitalize on the team's roles which ultimately led to overall work productivity and further guest satisfaction.
[bookmark: _Toc167229382]Task Management
The Eisenhower matrix allows one to sort the tasks into immediate and not urgent, or urgent and important, categories (Smith, Eisenhower and Brendon, 2019). The most demanding periods were handled by Mr. Camelio who monitored the team using the matrix to have everyone deal with our tasks more effectively. Immediate guest needs, activities like providing room service, and necessary operational issues like cash deposits had to come first, leaving the less critical administrative tasks like updating records until last. This form of task management preserved the high level of guest services even during seasons with higher demand. Through the implementation of this strategy, we were able to maintain a normal service flow and reduce the waiting times of our customers during peak hours. Mr. Camelio’s mentorship concerning prioritization was instrumental in the effective execution of numerous tasks.
[bookmark: _Toc167229383]Section 03: Reflection on Organisational Issues
[bookmark: _Toc167229384]Identifying an Issue: Overbooking
Overbooking is a frequently encountered challenge in hotel administration. This can raise the expectations of guests and operational complexities. It is understood that a situation with overbooking has to be dealt with urgently during my placement. Overbooking eventually overburdened the Front Office, and now, PA rooms are being moved and the guests are forced to eliminate their cooling. It indicates that there are required set of reservation management and communication solutions which allow to prevent these negative impacts (Bitner, Booms and Tetreault, 2020). 
[bookmark: _Toc167229385]Practical Solutions
Improved Reservation Systems: Implementing efficient reservation systems as a fail-safe measure to reduce incidences of errors.
Training: Staff training needs to be continued in this respect, as well as on guest communication in case of overbooking conditions (Bitner, Booms and Tetreault, 2020).
Communication Protocols: Developing drafts of standards for notifying guests and suitable compensation policies.


[bookmark: _Toc167229386]Section 04: Future Action Plan
[bookmark: _Toc167229387]Areas for Improvement
Enhanced Training: Frequent learning classes on communication, project management as well as resolution of problems (Walker, 2020).
Improved Systems: Modernizing reservation and revenue management systems to improve accounting accuracy and efficiency (Walker, 2020).
Proactive Communication: Designing and implementing laydown marketing techniques to effectively manage guests’ complaints and feedback.
[bookmark: _Toc167229388]Specific Steps and Strategies
Skill Development: Participate in workshops which will help them to enhance their leadership and communication skills.
Technology Integration: Being a forward-thinking industry, hotels must be influential in introducing the architecture of well-developed reservation and revenue management software.
Feedback Mechanism: Create a continuous feedback channel among guests and staff to point out areas where enhancements are to be done.









[bookmark: _Toc167229389]Conclusion
Working at the Delta Hotel by Marriott will be the ultimate learning experience that will take my understanding of hotel management to another level and help me get a first-hand experience of the crucial skills required in the hospitality industry. Working with Mr. Camelio was a great opportunity to build expertise regarding communication, teamwork and task management. This experience outlined the highlights of the need to learn and adapt to reach and surpass guest service standards. 
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