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Managing guest Service Operations learning log.

The following script represents my student experience , reflection and learning outcomes during the placement time into the Front Office Department at the Delta Marriott Swansea. 
On my very first shift I have been introduced to the Hotel`s operational system which represents a very difficult part of the job that I consider complex to operate because is a very large system and has many codes that should be memorated in order to access any specific task  while on use. As an example represents the Opera system which is specific for Delta Hotel and is manly used to check in and out , to verify the occupancy, collect and verify information about the status of rooms and make reservations. 
Another important system that I have experienced and explored is the GXP Empower which is a system that always the customers to chat with the hotel staff in order to communicate updates or for special requests and treatments at the premises. I find this system very useful and easy to operate even that I have only watched the senior supervisor while replying some enquiries. 
Over all the most complex and well structure system that Delta Marriott Hotel is using, represents the Marsha System and as a first impression I can only say that not many members of staff are able to access the system being so complex. This system is operated world wide and it shows basically everything that a large scale hotel is authorised to sell or hold. The Marsha System still represents an untouchable scale to me as a student, because my IT and financial skills are limited and being a such a complex system the Front Office experience represents the best guide when exploring Marsha.
A daily task that I have been involved since the first day of my placement is the ``Green Sheet task`` that is produced every morning and distributed to all departments and include the room updates and requirements that has been saved on the central drive. As an example could be that when a guest would like to check out earlier then their original booking, the reception team will inform the housekeeping team by completing the Green Sheet that the room is vacant dirty. 
As I have no experience into the Front office department before my placement, I decided to take in consideration of working afternoon shifts as well as mornings, as different tasks are carried out at different times in the Marriott Hotel. For my very first afternoon shift I took part of what is called Housekeeping Detail Report which represents a way of making sure that all rooms are matching into the system. I found this task challenging because some rooms are more likely to be requested as occupied clean and has to be treated as the request or otherwise the guest will complaint. 
Another step I took forward learning and getting familiar to the system resents the check in and check out process, the Front Office Manager introduced me into the system and explained step by step what the procedure is and how to operate the system correctly and properly. As a first impression, I feel that I can easily learn and operate the system in a short period of time, will just require more practising along the fully training provided. 
I also learned that the additional information about the purchased booking must be well known and remembered by the front office staff, same as all back ups and actioning and filling.  Very important to remember that when a guest books on an Advanced Purchased Rate, they have 24 hours after making the booking to cancel.  The guest will also be charged prior to arrival. The Marriott Hotel have the right to cancel an Advanced Purchased Booking that is not able to find founds from the card on file with a 48 hour notice to provide the hotel with an alternative card.                                          
 I realised that working on the front desk is not only about checking people in and out, or bringing high standards of customer service, is much more than that. Beyond and above the imagination, front office staff are trained to handle any occurred situation and deal with all sort of situations including complaints, rooms issues and angry customers. 
While my placement in the Front Office Department took place, I took every opportunity to ask questions, learn from the experience and interact with my superiors and my co-workers. 

The following paragraph represents my reflection about the Front office experience, personal evaluation, personal performance, key skills, application of theory in practice, and identification of lost opportunities and future career development/ skills application. 
I believe that a positive attitude is the best tool to control all the emotions and feelings at any work place, where in my case I took the setbacks as an opportunity to learn about booking systems, operational system and Hotel procedures. 
Referring to my personal Self-assessment criteria, I choose to: 
· Be honest with myself because everyone has strengths and weaknesses and the self-assessment it can only help me to improve myself. 
· Be confident and be grateful for the opportunity I have, and treat every day as another step towards my career 
· Take my time –  everything represents something new and by taking my time I manage to absorb more information while processing it as well.
While performing the duty of the Front Office at Marriott I realised that the employees of Delta Hotel are required to understand their responsibilities. As a student my performing at the front desk wasn`t as much as I wish because of the lack of experience, but remembering my goal which is to observe and absorb as much information possible and turn that into a lesson that will improve my future managerial skills.

To the end of my journey into the Managing Guest Service Operations I identify the following Key skills: 
· Interpersonal communication skills as I have been interacting with a variety of people each time, including managers, co-workers , customer or business clients and that aspect helped me to adjust my communication to speak with everyone effectively.
· Active listening skills are also new skills that are added on my personal list as while my placement I was talked true the systems and explained every step. The active listening in my case represents a way of making people feel evaluated and show them my respect. 
· Problem-solving skills are skills that I use to own from the past but when working in the Managing Guest Service Operations Department is different. As a front desk professional I learned that I must have the ability to identify problems and deal with.
· Computer literacy skills represents the most important skill to me in order to be able to work and successfully complete tasks when activating in the front office, and in the beginning of my placement I was very convinced that will be the most difficult part of my experience. Looking back, I truly believe that I started to develop my computer skills and slowly taking steps towards better understanding of the operational system. 
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