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             While in my placement period at the Delta Marriott Waltham Abbey, one of the most rewarding experiences was the opportunity to shadow my manager. This period has given me important points and facts from the world of hotel management and allowed me to appreciate the importance of work-based key skills (Feng et. al.,2015). By closely observing my manager's responsibilities and decision-making processes, I gained a deeper understanding of the operational challenges and the critical role played by effective administration in maintaining the hotel's smooth functioning (www.hoteliga.com, 2019). At Delta Marriott Waltham Abbey, the hotel manager exemplifies exceptional managerial skills and employs a proactive approach in handling daily operations. With strong communication skills, long time experience and an approachable demeanour, the manager has a positive work environment and actively supports the teams within the hotel, and it can serve on my experience as a mentor (Calderwood, 2019). 
            By examining factors such as budget allocation, marketing strategies, management types, culture at the workplace, health and safety, software and technology systems, training programs, and the evolving nature of consumer needs, I developed a comprehensive understanding of the multifaceted aspects of hotel administration.
a) Budget Allocation: The effective allocation of annual budget, including financial, human, and material assets, is crucial for the successful functioning of a hotel. Understanding the principles of resource allocation and optimizing their usage ensures smooth operations and enhances the guest experience. In this case as GM for an International Hotel Brand is making the situation more difficult when comes to budgeting, each expenditure request should be sent and approved by head offices and accountants, that means this is requiring more time and pressure (Wong & Pang, 2003). 
b) Marketing Strategies: A comprehensive understanding of marketing techniques and strategies is essential for attracting and retaining guests. Analysing market trends, identifying target audiences, and developing innovative marketing campaigns are vital for the hotel's competitiveness and growth. Marriott is using the Bonvoy app (www.mobile-app.marriott.com), which is very good in keeping on track with all the quests requirements, nights spend on Marriott Hotels around the globe, they can gain more value being a member, from Standard Member to Ambassador and Cobalt, they can have unforgettable memories.  
c) Management Styles: Different management styles impact organizational culture and employee motivation. Examining various management approaches and their effects on team dynamics and performance highlights the importance of adopting an inclusive and supportive leadership style which is been adopted successfully in this hotel (Griffin & Pustay, 2019). 
d) Workplace Culture: A positive workplace culture: employee satisfaction, engagement, and productivity. Understanding the components of a healthy work environment, such as open communication, mutual respect, and opportunities for growth, contributes to creating a harmonious and motivated team in this hotel (www.cipd.org). 
e) Health and Safety Practices: Ensuring the safety and well-being of guests and employees is a top priority in hotel administration. Adhering to health and safety regulations, conducting regular risk assessments, and implementing appropriate measures safeguard the welfare of all stakeholders (Hayes & Ninemeier, 1900). 
f) Software Systems: Utilizing advanced software systems and technology streamlines administrative processes, including reservations, inventory management, and guest data analysis. Familiarity with these systems facilitates efficient operations and enhances customer service (Feiertag, 2019).  In this situation being a brand is different than managing a single hotel; Marriott is using Opera system, but with an old version, In few cases during my placement period I had the chance to see how the system was completely frozen or in maintenance from the head offices and the hotel was basically blocked, not being able to manage check-in and check-outs, that had a serious impact in customers feedback and satisfaction. 
g) Training Programs: Investing in comprehensive trainings which provides employees with the mandatory skills to practice their roles effectively. Ongoing training and professional development contribute to employee satisfaction, retention, and the overall success of the hotel. All employees are expected to do all the training into online platform of Marriott, the manager and HR team are monitoring each step, making sure they are made on time each time when a training is available ( www.hotelmanagement.net, 2010). 
h) Changing Nature of Consumer Needs: Continuously adapting to evolving consumer needs and preferences is necessary for sustaining competitiveness in the hospitality industry. Identifying emerging trends, incorporating guest feedback, and providing personalized experiences are vital elements in meeting and exceeding guest expectations (Feiertag, 2019). 
The manager's accessibility and availability are notable aspects of the managerial approach (Sawyers, 2021). Being easily reachable and frequently present in the hotel, the manager ensures that he is accessible to both staff members and guests. This availability creates an environment where open communication is encouraged, allowing for timely problem-solving and effective collaboration. One of the manager's key strengths lies in their willingness to help and support to the teams when needed (Wood, 2015). 
Recognizing that the present renovations, including the closure of certain hotel facilities like the leisure centre and swimming pool, may lead to customer dissatisfaction (Bradley, 2018), the manager proactively addresses potential issues. By understanding the importance of customer attention during such periods, the manager ensures that the staff is equipped with the necessary resources and guidance to handle guest concerns effectively. The renovations are coming after this hotel takes the name of Delta Marriott no longer being only Marriott. 
However, the manager demonstrates a customer-centric approach by recognizing the value of offering compensatory gestures. Understanding that guests may experience inconvenience during the renovation process, the manager encourages the team to provide additional attention and complimentary services to enhance guest satisfaction. This may include offering a complimentary drink or arranging a free taxi service for guests traveling to the airport, creating a positive experience (Johnson, 2018). 
In addition to the managerial approach described the manager at Delta Marriott Waltham Abbey also emphasizes the importance of implementing effective Customer Relationship Management (CRM) strategies. According to Bligh, 2004, by prioritizing guest satisfaction and loyalty (Marriott Bonvoy), the manager seeks to enhance the overall guest experience and cultivate long-term relationships. Here are some of the best CRM options implemented by the manager:
Guest Feedback Collection: The collection of guest feedback in different channels, example: surveys, online reviews, and direct communication. This allows the hotel to gain valuable points into guest preferences, identify areas for improvement, and address any concerns as quick as possible (Vuksanovic, et. al.  2021). 
Loyalty Programs: The manager promotes the use of loyalty programs to reward repeat guests and encourage their continued journey. Loyalty program members can enjoy exclusive benefits, such as room upgrades, late check-outs, access to special amenities, and discounts, all this is a sense of loyalty and making guests to choose this hotel for future stays (Wood, 2015). 
Service Recovery: The manager places a strong emphasis on effective service recovery strategies. In the event of any guest dissatisfaction or issues, the manager ensures that staff members are empowered to resolve problems promptly and efficiently, aiming to turn negative experiences into positive ones and strengthen guest loyalty (www.linkedin.com, 2023). 
Relationship Building: The manager encourages staff members to build strong relationships with guests. This includes genuine connections, engaging in friendly conversations, and going above and beyond to exceed guest expectations (Tranter et. al., 2013). 
Social Media Engagement: The manager recognizes the importance of engaging with guests through social media platforms. By actively responding to guest comments, inquiries, and reviews on social media channels, the hotel demonstrates its commitment to guest satisfaction and enhances its online reputation (Woo Gon & Ah Park, 2017). 
According to Filieri & McLeay, 2013, through personalized communication, loyalty programs, effective service recovery, and relationship building, the hotel aims to cultivate guest loyalty, positive word-of-mouth, and sustainable business growth. However, the manager's gratitude towards the team and their willingness to assist in resolving challenges contribute to a supportive work environment. Recognizing the importance of teamwork, the manager promotes a culture where employees feel valued, supported and money remunerated.
                This placement experience at Delta Marriott Waltham Abbey provided me with valuable facts from hotel administration and a good opportunity to build a great managerial skill and having the GM as mentor. Analysing management performance and understanding critical facts such as annual budget, marketing, management types, culture, health and safety, software & technology systems, training programs, and evolving consumer demands expanded my knowledge and showed me the complexities of hotel administration (Rutherford & O’Fallon, 2006). Moving forward, after this last year on International Hotel Management, I will carry these learnings and apply them in my future relations within the hospitality industry and tourism. 
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