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My Placement at London Heathrow Marriott Hotel
The London Heathrow Marriott is one of the major hotels in the world dedicated to excellent service delivery and organizational efficiency. This reflective essay aims to analyse my experience shadowing an administrative process in the prestigious Marriot hotel; by applying the Gibbs’ Model of Reflection. 
The learning goals for the placement within the front office includes: 
· To gain a clear understanding of operations in the front office. 
· To develop basic work-based skills in team building within the front office. 
· To assess the role and importance of technical knowledge about the front office guest services. 
· To analyse the nature and scope of administrative issues in front office activity and suggest solution to the problems.
Section 1: Reflection on Experience and Personal Development
During my time shadowing in the front office department at London Heathrow Marriott, I gained vital information about the essence of guest services. This setting gave me first-hand experience of the importance of work-related competence and vocational skills in effectively delivering and administering client service requirements. For example, I realized the need of proper communication and personal skills to respond to the clients’ questions immediately and make them pleased throughout the whole period of their stay. According to Kharouf et al. (2019, p.3), good communication plays a notable role in hospitality, since it influences the level of customer satisfaction and loyalty to the business.
Besides, knowledge in reservation and bookings systems contributed to a significant improvement of checking in and checking out processes, therefore leading to guests’ satisfaction. As denote by Das (2023 p.11) technology serves a vital role when it comes to enhancing the efficiency of operations as well as guests’ satisfaction in the context of hotel industry, thereby highlighting the need for technical knowledge in the modern hospitality settings.
As I look into my own personal and career growth as well as previous work experience, placement, and academic experience, I recognize the notable impact of these front office experiences in shaping my understanding. Previous experience offered knowledge about industry best practices, while the theoretical background filled up the knowledge gap enabling me to navigate through during my placement. Overall, all the experiences and knowledge learned improved my communication skills, group work, organization and time management skills, attributes like flexibility and perseverance to handle pressures and, at the same time, the understanding of guest service standards.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
As I continued to observe and move through the tasks, I leaned and acquired some crucial skills and technical proficiencies relevant for organizational functioning in the front office department at London Heathrow Marriott during my shadowing. To begin with, organizational skills were the most valuable work skills that led to successful hotel administration, as well as effective completion of tasks. Donate et al (2023, p.18) highlights the importance of task management skills in involving prioritization of tasks, proper distribution of resources, and timely completion of obligations. For instance, during my time, I learned about prioritizing guest check-ins and check-outs, allocation of rooms, and consequent communication with the housekeeping department for room turnover.  
Additionally, reservation systems, knowledge of computerized systems, and revenue management software were relevant in order to perform administrative tasks in the front office. Dieguez et al. (2022) points out the importance of technical skills in critical roles such as revenue optimization processes, inventory controls, and determining the right pricing strategies. While shadowing, I got an actual feel and experience of using reservation systems, supervising sections that are in charge of room allocations, and reviewing revenue reports to make reasonable and strategic price decisions. These experiences promoted my work-based skills and technical knowledge for effective operations. (Ratasuk, 2020). 
Section 3: Reflection on Organisational Issues
When introspecting on my general experience serving at the front office department of London Heathrow Marriott hotel, I recall a particular breakdown in communication, that occurred between the front office staffs and the housekeeping department. This in turn impacted on room turnovers, and guests’ categorization. The breakdown had a profound impact in the performance of the department, reception of guests, and overall functioning of the organisation.
In addition, the communication breakdown also reduced efficiency in cleaning rooms which led to delays at the check in point and further leading to limited rooms available. The breakdown had dire consequences on customer service, as guests were made to wait for longer durations thus a leading to dissatisfaction. Likewise, the situation strained the department’s performance since the personnel had to attend to numerous visitor complaints, translating to low operational efficiency.
In order to ensure performance efficiency in this case, it is necessary to adopt practical recommendations that correspond to the real-life guidelines and valid theories. Firstly, there must be a strong communication network between the front office and housekeepers. According to Nguyen (2019), effective communication and timely responses can widely facilitate operations and improve customer experience. This can involve the use of communication tools such as laptop and digital appliances that may bring real time updates and efficient team collaboration across departments.

Moreover, delivering of training sessions aimed at teamwork and cooperation between different departments supports the overall concept of organizational cooperation and communication among personnel. Deshpande et al. (2023, p.14) pinpoint the imperative role of collaboration in achieving organisational goals and delivering high-quality services to customers. Promoting open communication, encouraging respect and shared goals can lead to improved department efficiency and overall satisfaction for the customers (Wu et al., 2021). In essence, using these practical strategies to address the communication breakdown, can facilitate department’s performance and guests’ satisfaction level.
Section 4: Future Action Plan
Based on my experiences in guest service at London Heathrow Marriott, I aim at enhancing my experience and knowledge and facilitate a positive influence to the overall guest service operations. In order to achieve this, I will concentrate on the following three crucial areas: 
a) Task Management and Personal Skills Development Plan
In a bid to strengthen lines of communication and cooperation in my future workplace, I will join sessions aimed at improving communication skills, particularly, listening skills as well as conflict management skills (Lee & Lim, 2023). Similarly, I will also arrange follow-up meetings with my colleagues so as to maintain open and direct communication and collaboration with them. 
b) Task Management and Personal Skills Development Plan
In order to enhance my skills in task management and develop personal skills, I will be attending a seminar concerning time management to prioritize the ways (Kainthola, 2021). I will create a system for task assignment with clear and easy track timelines. I will as well seek advice from peers and supervisors to identify areas for improvement and developmental needs, to enhance productivity and efficiency.
c) Guest Services Enhancement Plan
In the effort to enhance quality-of-service delivery to guests, I will take part in various training programs aimed at providing relevant service skills (Kim et al., 2024). I will as well implement a mechanism of welcoming and identifying visitors as guests and therefore capturing the necessary data to improve service delivery (Olimovich et al, 2020). 
This action plan aligns with personal and occupational goals by aiming to improve proficiency in tasks related to communication, teamwork, organization, and hospitality. This promotes efficiency for professional growth in the hospitality sector by increasing work performance, encouraging cooperation, enhancing quality of services offered and preparing for opportunities to advance one’s career.
Conclusion
In conclusion, my shadowing experience at London Heathrow Marriott has been essential to developing work related skill, enhancing technological knowledge, and understanding guest service standards. The first-hand exposure to operational issues and industry procedures, has offered a deep insight into the concept of administration in hotels. In addition, this experience has stressed the vital role of personal and vocational development in subsequent career projections in the guest service industry.
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