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In the last fortnight, I have been observing the Front Desk Manager and personnel at the Marriott Cardiff as part of my academic program. I was pleased to secure this work at a Marriott hotel, the leading hospitality corporation globally. A globally acknowledged institution distinguished by its standards and dedication, celebrated for its excellence and service constancy. The Front Desk function at Marriott Hotels serves as the primary point of guest engagement and is essential in providing the brand's esteemed hospitality experience.

Gibbs' Reflective Cycle, a six-stage framework, assists students in cultivating practical and professional skills by analysing occurrences, identifying limitations, and confronting problems (Ocampo et al.,2024). This paper adheres to Gibbs' Reflective Cycle, through which a description of my placement experience and the associated emotions are delineated. The placement’s potential and obstacles are examined, assessed, and analysed in conjunction with relevant literature to derive a comprehensive conclusion.
Internships, referred to as experiential learning, cooperative education, work-integrated learning, placements, and practicums, are organised work experiences acquired by students prior to completing an academic degree (Hoc Nang Fong et al. 2014). Placements are designed to enable students to swiftly and effectively get practical expertise in a certain technical domain of the hotel (Turkel, 2002). As a last year student my placement main learning objectives within the placement and front desk department where multiple: 
· My primary purpose upon commencing this placement was to enhance my academic knowledge gained in classrooms through practical application, while simultaneously obtaining a more realistic perspective on my desired future employment. 
· A secondary purpose was to acquire benefits and experience from the placement, which would facilitate my employment prospects post-graduation, as I am aware that graduates with internship experience receive job offers more swiftly. 
· Enhancing my self-confidence and elevating my performance at the front desk domain was also an objective I aimed to accomplish during this timeframe.
· Effective communication has consistently been my weakness; as a non-native English speaker, I require time to articulate my thoughts, which has instilled a fear of communicating proficiently. Consequently, another objective of this stage was to demonstrate to myself that I can engage effectively with guests, even under pressure. 

Reflecting on my experience and personal development I think that this time help me understand better the function and the role of the front desk department into the hotel. I interacted with hospitality specialists to enhance my expertise in communication and client service, and I realise that the front office functions are a vital component of the hotel's organisational framework while simultaneously acting as a focal point for guest grievances. Front office personnel at hotels are crucial, as they largely manage customer service and facilitate most client interactions on behalf of the institution (Melián-González and Bulchand-Gidumal 2017). I was witnesses of the fact that front office and its personnel function under significant pressure because to the intricacies and visitor demands for immediate access to information and data (Rutherford, et al 2007, p. 122). 
Guest service is defined as the alignment between service performance and customer expectations, grounded in role theory (Ustrov et al, 2016). It encompasses general happiness with hotel accommodations and satisfaction with service interactions at the front desk. Parasuraman et al. (1985) quoted in Ni Luh Putu Mira Indah Pratiwi, and Gusti Made Wendri (2019, p. 67) identified five dimensions of service quality: tangible, reliability, responsiveness, assurance, and empathy, which measure the ability of front office staff to meet guest needs effectively. Professionalism, guest service, multi-task, communication, attention to details and excellent problem-solving skills are just few of the essential skills a front desk employee need for exercising the day-to-day operations and to maintain the hight standard of the guest services. In my opinion effective communication at the Marriott front desk and within the hospitality sector necessitates clear and sympathetic guest encounters, proactive problem-solving, and strategic alignment of organisational messaging (Bigwanto et al, 2024, p. 152). Front desk hoteliers significantly influence the communication experience, affecting client happiness and loyalty. Handling guest inquiries is a fundamental duty for front desk employees. During my time there, guests often asked me for suggestions for local dining and entertainment venues. I quickly recognized that familiarity with the area and the ability to provide personalized recommendations is not an option but a necessity. For example, recommending a local restaurant and pubs or suggesting attractions such as Cardiff Bay, Cardiff Castle frequently resulted in people returning to express their gratitude for the suggestion. 
The digital intelligence transition is revolutionizing the hotel business, and frontline hotel employees often show ambivalent attitudes towards adopting intelligent robots in their actual work processes (Wu and Zhang, 2024). I found that Marriott reception staff uses a lot of digitalization and technology in their daily work. From check-in and check-out process in Opera, to the collaboration with the maintenance, food and beverage or housekeeping departments, everything is recorded in specially created programs or applications that help enormously to reduce time and increase the efficiency of the department. I understood that Digital and IT skills are essential for all front desk employees and that is essential to be able to quickly access any information from room availability, to lost items or maintenance issues to avoid disruptions in guest service.
After these two weeks I realise that I require additional training in this area because my computer skills undoubtedly need enhancement same as my problem-solving and multi-tasking skills which need to improve. Initially, I was daunted by the software, but with time, I become adept at navigating it to collect and amend reservations, process payments, and manage room assignments. I found it almost impossible to focus on using Opera and interacting with guests at the same time. What seemed so simple from outside the office turned out to be quite difficult to do. I realised that an employee's skill set is an essential operational asset, as service dictates the success of the hospitality business (Hai-yan and Baum, 2006). In a competitive hospitality market, the quality of service provided by workers distinguishes establishments, fostering customer loyalty and enhancing profitability. 
Dealing with upset customers can be a challenge. I quickly understood that techniques like HEAR strategy for addressing customer concerns, emphasising empathy, active listening, and resolution or CARPER strategy to manage dissatisfied customers proficiently, emphasising transparent communication, empathy, and resolution are very helpful and can tip the scales in favour of the hotel even in impossible situations (Clark, 2024). 
In conclusion, the entire experience I had in the front desk department improved my communication, problem-solving and time management skills, while providing an insight into Marriott’s customer service standards. This experience gave me the answer regarding the meaning of adaptability, patience and alertness in hospitality, making me understand that each interaction with visitors is distinct and requires a different, personal approach. During these weeks, I was able to understand what my weaknesses are in this area and where exactly I need to work to improve. I am sure that this experience will be beneficial for me in the future and that it has established a solid foundation for my future career in hospitality management, equipping me with practical skills and a comprehensive awareness of the complexities involved in delivering outstanding customer experiences.
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