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[bookmark: _Toc559261735][bookmark: _Toc1215172324]Introduction
Based on my personal experience at the Marriott Waltham Abbey Hotel, it can be concluded that this hotel really cares about the guests and can provide the best experience. However, I cannot ignore the mistakes that can ruin the guest experience. Due to the age of the hotel, the maintenance team is overwhelmed with a lot of work as countless things break down in the hotel, which often creates unpleasant situations and results in guest complaints that are difficult to handle.  In addition, the level of maintenance can sometimes exceed tolerable limits, even though these problems could be easily solved by investing a relatively small amount of money. In addition, a serious system error occurred in the housekeeping service, which seriously damages the efficiency of communication and the flexibility of the service. When I listened to guest complaints arising from these errors, I immediately thought that these complaints could be drastically reduced if the hotel invested more money in the maintenance of the building, by synchronizing the system used by the housekeeping staff with the opera system and by training the staff so that in the best possible way handle any complaints. I use Schön's reflexive model to reflect on the mistakes I have experienced[image: ]
Robinson (2022).

[bookmark: _Toc683929590][bookmark: _Toc577957539]Schön's Reflective Model 

[bookmark: _Toc489963963][bookmark: _Toc1222520479]Experience
In the hotel industry a significant number of complaints are due to mechanical errors, Kochar (2022). When I started my work experience at the Marriott Delta Waltham Abbey, I took into account and tried to apply the theoretical knowledge acquired during my studies in practice. But based on my personal experience at the reception desk and in the bar and restaurant, I can say that the handling of complaints for mechanical reasons is quite complicated (Intraspeak, 2018). During my work in the restaurant, I often encountered a recurring guest complaint, which is indeed a legitimate complaint and affects not only the guests but also the staff currently working in the restaurant. This is nothing more than the drastic fluctuation of the temperature in the restaurant. During one of my evening shifts, I experienced that it was very hot in the restaurant and the guests also reported this but when we took it down the heating it became very cold, the same thing happened in reverse during my morning shift. Because of this, I felt bad because it was quite unpleasant to work in this environment and it also affected my colleagues. In addition, guest complaints also had to be handled, which was very frustrating. I through that if the situation was too unpleasant for me, how unpleasant it could be for the guests. In addition, there were daily complaints at the reception for various mechanical reasons, which, in my opinion, were not handled properly by the staff in all cases. A certain number of mechanical complaints are handled well by the staff, but in one case there was a bigger problem that could not be solved immediately, and a guest room was flooded. The biggest problem in this case was that the management was aware of the issue of the room, yet that let the room out. Why? They were aware that they would get wet in the event of heavy rain, but they took the risk. This is a huge mistake, because the rooms should only be rented out in an excellent condition suitable for hospitality, Campbell (2023).

[bookmark: _Toc1161101598][bookmark: _Toc559904627]Observation (In Action)
The restaurant’s frequent extreme temperatures were already annoying me, so I decided to ask the head of the maintenance team why this is. His answer really surprised me, because he said that it is not possible to set the exact temperature only a choice of cold or warm level is available. I think that is such a large restaurant with such a large number of guests, it is a mistake to use such an outdated heating regulator. During the conversation with the maintenance manager, we also talked about the restaurant’s glass wall and glass door the thermal insulation of which is catastrophic.
[image: ](By learner, Waltham Abbey, Delta Marriott, Cast Iron restaurant).
Primarily these are the main reasons for the restaurant’s temperature fluctuations, the heating system is outdated and the building unable to be thermally insulated. Since the situation was still worrying me, I asked the duty manager of the hotel about the situation, who reported on the hotel’s high expenses and informed me that the leisure department will also clos soon due to cost optimization, so now upgrading ins not possible due to financial reasons, (Catala consulting, no date)  I. e too it would be expensive to replace the system. Unfortunately, due to increased energy prices and increased labor costs due to labor shortages many hotels are forced into a similar situation, Smallwood (2022). I think that in this case there is a mistake in the background that the hotel management con does not control, because they have no influence on the energy prices and only partially influence the wages. On the other hand, the lack of problem-solving skills of the employees lies behind the inadequate handling of mechanical complaints. i understand that there is no opportunity for investment due to huge costs, however, I was a little disappointed that the hotel management did not develop a more cost-effective solution to solve the recurring problem and I was also disappointed that despite the rather large number of mechanical complaints the management does not adequately prepper the staff for the for complaints handling.





[bookmark: _Toc307407288][bookmark: _Toc1353574100]Critical Reflection
The main reason for the temperature fluctuation in the restaurant, which is responsible for the many customer complaints, is the outdated heating controller. Unfortunately upgrading the heating system is currently not possible because there is no financial framework for it, so another solution must be devised that can significantly regulate they temperature in this place frequented by guests, tush contributing to the reduction of guest complaints and making work more comfortable for employees. The picture below clearly shows that the glass door in the restaurant does not insulate properly, literally the wind blows through it. 
[image: ]
(By learner, Waltham Abbey, Delta Marriott, Cast Iron Restaurant).
So, my suggestion is to insulate the glass walls in the restaurant, this can even be supplemented with spectacular decoration and the proper insulation of the attics. This investment does not have a huge financial impact and it is possible to increase the comfort of the guests in the restaurant, which can significantly reduce the complaints arising from the problem. The best solution for dealing with complaints arising from the hotel’s mechanical problems is a trained employee. That is why I recommend that the hotel provide training for the employees where they can learn how to communicate with customers in these unpleasant situations and how to best resolve the situation. Proper complaint handling helps to retain the guests (Cvent, 2022). 

[bookmark: _Toc433433085][bookmark: _Toc79158313]Conclusion
The cornerstone of the hotel’s successful operation is proper guest service management. My work experience at Marriott Delta Waltham Abbey contributed greatly to my personal development. During the numerous guest complaints and their handling, I experienced what kind of complaint handling technique is most suitable for which situations and I experienced that guests’ complaints are very diverse. I also experienced that a recurring complaint from a common mechanical problem actually has legitimate and deep roots, but I also learned that correcting these errors is often not that easy. But I think I managed to find a cost-effective solution to the current hating system error, which filled me with confidence.  I learned that correcting a mistake is necessary for coordinated and successful work of several departments, which coordination is a very difficult task. The experiences I have enjoyed here will greatly help my work in the future. 
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