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Introduction
During my position in Marriott Heathrow, I was given the obligation of being at the Front Work area, my work was to welcome clients and take care of their requests via telephone and furthermore I used to send messages that were connected with an association. The Job of a Front Work area Delegate is extremely significant, as it assists in making a successful client encounter (Gheidar, and Zanjani, 2021). 
Tasks and responsibilities during the placement 
There were numerous obligations that I have attempted during my arrangement. As a Front Work area Delegate, I should be exceptionally proficient with my work. I used to answer the calls, welcome the clients, and get and convey messages that were connected with the association, additionally I used to deal with and help with keeping up with and requesting office supplies. A Front Desk Representative's primary responsibility is to present themselves professionally and confidently (Bardi, 2011). 
Challenges and surprises encountered during the process 
The difficulties that I experienced during my placement in Marriott Heathrow, were I needed to address various organizations and requests all at once, because of which I need to perform various tasks. I used to confront an expanded number of breaks from clients and other working experts while dealing with a solitary undertaking. Dealing with the expanded number of calls was an undeniably challenging undertaking. I confronted trouble in booking gatherings and calls with various clients and other colleagues. 
Performance and skills 
The exhibition and abilities that I have mastered as the front office regions were compelling correspondence and expanded rational abilities, it has additionally expanded my mindfulness, I had the option to search out various encounters, and was capable of being strong to the evolving climate. This has caused dissection of various issues that could emerge (Longhurst, et al. 2020). My abilities in critical thinking and performing multiple tasks have expanded, I can utilize my critical thinking care abilities to take care of an issue that has been raised because of some misconception, and I had the option to perform multiple tasks without any problem. Notwithstanding, a few regions need improvements, and my capabilities in compromise needs additional time. 
Role of Front Office Area
The front work area is where the initial feelings are made and engraved as an enduring memory for the clients. The job of a front office area agent in Marriott Heathrow, is required the front work area delegate is the initial step to address the clients. A positive visitor experience by understanding the front office region can change the view of the clients (Vaz, Freitas, and Coelho, 2020). The front work area regions are answerable for dealing with various grumblings, and guaranteeing the registration and look at process is successful, this would add to the positive visitor experience.
Ethical or cultural consideration
I have taken care of one case that depends on moral contemplation, when an individual visited the hotel and got some information about some private data in regards to one of our clients who visited our hotel two days prior. The individual was requesting the booking particulars yet uncovering this data is against our regulations and guidelines (Suri, 2020). It is our need to maintain the secrecy of our clients. Subsequently, I caused her to comprehend that it is absurd to expect to unveil such a secret, subtleness to anybody, despite the fact that she is her daily member, I told her delicately that in the event that she wanted the subtitles on a dire premise, she ought to accompany the police. 
Conclusion
My placement experience as a front officer in the Marriott Heathrow, has taught me an important lesson which helps me to develop an action plan for my future endeavors. I have effective skills that have not only aided me in my career but also in its ongoing expansion. I have identified some areas of improvement on which I need to prepare a plan for its betterment. 
Action plan
To guarantee a ceaseless growth in my career as a front area officer in Marriott Heathrow, I have prepared an action plan by using different courses and studios that have expanded my relational abilities and compelling correspondence. A successful activity plan would likewise help in remaining on the bleeding edge for refreshing the new market plan (Johnson, et al. 2020). I would also enroll in a virtual front desk management course which would effectively enhance my abilities. I would attempt to examine the previous difficulties that I have looked at as this would build my critical thinking ability.    
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	Trip Advisor Review Response 

	
We value the time you took to share your opinions and suggestions with us. We are delighted to hear that you have had such a positive experience working with us. We appreciate your positive feedback on your interaction with the front desk staff and your pleasant stay and dining experience. Our chefs have also been informed of your remarks. We are ecstatic and have told every employee about your amazing experience and letter right away. The supportive remarks have increased their drive.
We are really happy to be of assistance to you, and we pledge to maintain this positive effect in the days ahead. Because of your good impact, our staff members are now working harder, and we want to provide you and other guests with even more wonderful experiences throughout your stay with us. We're hoping to see you shortly.
I am grateful for your insightful comments.




	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 

	
To Ms. Blake,
We for the time you took to share your opinions with us. We respect your thoughts seriously and admire your assistance to our improvement. We are very sorry to hear that your most current stay in room 330 was fraught with difficulties. We sincerely apologise for any hassle or problem that you encountered. We value your feedback and guarantee to keep improving your shows and preventing such concerns in the future.
We are sorry for any inconvenience that the cloudy circumstances of your housing may have caused you. Our cleaning team has already been informed of the comments. Enough measures have been carried out to deal with this problem. We are conscious of the trouble with Wi-Fi assistance and comprehend how crucial it is to stay connected while touring for an appointment. Still, we have brought this up with our internet service providers.
We are sorry if the loudness during your stay caused you any discomfort. We're currently updating all of our capacities to have greater insulation, but we've asked staff to aggressively follow the noise restrictions.
We are sorry for not providing the kind of customer service that was promised. I have shared your feedback with our personnel, and we will ensure that they are properly trained and made aware of this shortcoming. We are looking for feedback from our new clients on the services we provide so that we may handle any future customer care difficulties on our end. Nevertheless, we are taking some steps to mitigate these problems. 
The housekeeping staff receives training, room upkeep, and frequent reminders on the need for hygiene. We aim to reassure you that our staff will no longer be providing this sort of service since the lessons will last for two months. The room cleaning staff has received training on how to acknowledge and share our clients' preferences with other team members. They are also receiving training on how to immediately handle any annoyance and respond to inquiries from our clients. It also reduces the likelihood of missing anything or having to leave early in order to be somewhere on time.  
We will continue to provide all of our visitors with a high-speed, extensive Wi-Fi network while they are staying with us. We are working very hard to improve while allocating the necessary resources to these areas of weakness. We are investing in state-of-the-art technology to provide effective and quick internet connectivity for each and every one of our customers. As an example, we are going to install and transition to 6E WIFI. We will look for suitable equipment and materials that may be used in the rooms to provide soundproofing.
We hope to be able to provide you with a pleasant stay on your subsequent visit. We value your business and hope to see you soon. We value the work and time you have spent with us and hope to see you soon.

Regards,
Front desk employee



Component Three: 

	
Key Skill 1 – Customer Service Skills  


	For staff at hotels such as Marriott, the importance of professional and moral standards is equal to that of interpersonal skills. For front desk employees to provide superior customer service, these skills are essential (Tesone, 2010).  Moreover, providing outstanding customer service is no longer optional nor limited to a list of requirements for the workplace of the future. When guests use the facilities and indulge in our happiness-inducing things, The Marriott wants them to want to come back, which is often the case. They might be reassured that things went well at first by the person they meet at registration. One way to do this is by demonstrating remarkable interpersonal abilities (Ruki, 2023). It's important to make sure that every interaction is characterised by a sincere grin and to communicate effectively both orally and physically. 
Several studies have also shown the significance of staff service attitudes on customer satisfaction and the capacity to accept different visitor types to complete administrative chores in a friendly way. Employees at the front desks may work for multinational companies or in the tourism industry, where they may communicate with people who speak different languages as their first language (Bardi, 2011). As a result, employers prefer to work with individuals who are bilingual in both writing and speaking. Being able to listen closely is crucial for front desk personnel to provide outstanding customer service and to receive instructions on job assignments since they deal with both customers and other staff members of the firm.

	
Key Skill 2 – Communication Skills 


	With front-desk labour being seen as a demanding profession, the most crucial need for employment at a large hotel chain such as Marriott is the ability to maintain conversations. But the public's good opinion of a hotel is greatly influenced by its front desk employees. Hence, the ability to communicate effectively and the calibre of the people employed are crucial for preserving the resort's competitive advantage. Tewan (2009) suggests that front desk staff members have to possess gregariousness, astuteness, bilingualism, and negotiation skills. The capacity for self-expression and emotional regulation should be shown by everyone. The study states that to properly interact with consumers and draw in new ones, Marriott front desk staff members need to have outstanding verbal and written communication skills (HADJ DJELLOUL, 2021). Making a good first impression is something that only front desk staff can do, and it may boost customer satisfaction. Providing consumers with a kind and considerate interaction to assist them in finding answers to their inquiries or issues is known as client service. Sustaining client and customer happiness requires front desk staff to possess exceptional interpersonal skills (Fallon and Rutherford, 2011). The act of presenting oneself, greeting, and shutting up the phone with someone in a polite way is known as phone etiquette. Given that they will be taking calls for a significant amount of the day and assisting guests in connecting with the right staff member or department at Marriott Heathrow, front desk staff members need to be fluent in phone messaging.

	
Key Skill 3 – Organisational Skills 


	According to Corgel et al. (2011), Marriott has to acknowledge and implement the idea that front-line personnel are critical to the company's success. As such, they have to support programmes like soft HRM and internal marketing. Examining the issue of juggling or adapting is crucial when looking at organisational shifts among front desk employees. It is thought that one's chances of getting admitted into the main group rise with increased expertise in several important subjects. It is recommended that front desk staff get training on Marriott's objectives to facilitate marketing as a natural and seamless part of the guest experience (Neupane and Khanal, 2022). It's a common saying that a customer leaves an impression, and it's accurate. Customers might also benefit from the proverb. In addition to being very precise and cautious, front desk staff members need to be outstanding at planning, organising, and managing their time. Along with keeping the reception space tidy, they should also be able to arrange meetings, events, papers, and supplies in an orderly manner (Hammer, 2016). These goods will probably draw in additional business since consumers like tidy spaces. Front desk staff members need to be adept at organising their time to handle calls, emails, and clients at the same time. Front desk staff at Marriott and other hotels need to be flexible enough to adjust to shifting business needs, respond to changes in policies or procedures, and revise employee instructions for particular requirements for faxing or copying.

	
Key Skill 4 – Problem Solving Skills 


	According to Solomon (2018), front desk staff members must find solutions to problems to provide value, boost sales, win over clients, and boost profit margins. Nonetheless, to complete given jobs and advance within the hotel, front desk staff members must be conscious of their responsibilities and make use of their learned skills. Marriott hotel facilities need to be trusted to continue being reputable and promoted in the future (Soegiono, 2021). Conversely, front desk staff may improve client satisfaction by sincere, exceptional service, proactive issue solving, patient care, the business, and extra labour. When someone listens to them with compassion, customers feel as if their needs will be addressed and that they have been considered (Virdanty et al., 2023). Clients who get empathetic treatment will think well of the hotel and its staff. Additional strategies include expressing empathy, paying close attention, being quiet, and attempting to resolve the dispute. Other elements of this approach are to respect the person's sentiments and not minimise the situation.
A front desk agent at a renowned company like Marriott International is the first point of contact for guests from all over the world. It has a significant impact on how people initially and generally see the property. People who want to work as hotel receptionists often have excellent problem-solving skills, which allow them to provide first-rate customer care. For example, they might fix problems with unexpected emergencies, misplaced hotel bills, damaged key cards, food allergies, and lost internet connections. Front desk employees who are skilled in problem-solving approaches can recognise the issue, respond appropriately, and implement a practical solution.



Reference List

Bardi, J. (2011) Hotel Front Office Management, Wiley, London
Corgel, JB, Sturman, MC & Verma, R. (2011) The Cornell School of Hotel Administration on Hospitality: Cutting Edge Thinking and Practice, John Wiley & Sons, Incorporated, Hoboken. Available at: https://www.google.co.in/books/edition/The_Cornell_School_of_Hotel_Administrati/GY2nCAAAQBAJ?hl=en&gbpv=0 [Accessed on 19 February 2024]
Fallon, M. & Rutherford, D. (2011) Hotel Management and Operations, Wiley, London
HADJ DJELLOUL, K., 2021. English in the Workplace: An Analysis of the Communication Needs of Banking and Hotel Receptionists (Doctoral dissertation). Available at: http://rdoc.univ-sba.dz/bitstream/123456789/3535/1/DS_Ang_HADJ_DJELLOUL_Khadidja.pdf [Accessed on 19 February 2024]
Hammer, J. (2016) Revenue superstar! The simple rules of hotel revenue management. Great Britain: Amazon. 
Neupane, R. and Khanal, T.R., 2022. EVALUATION OF THE IMPACTS OF TRAINING ON EMPLOYEE PERFORMANCE IN THE UK HOTEL INDUSTRY: AN ANALYSIS OF EMPLOYEES’PERSPECTIVES AT MARRIOTT INTERNATIONAL. Available at: https://pdfs.semanticscholar.org/9998/18868ef301d019696060860db1525b03a38f.pdf [Accessed on 19 February 2024]
Ruki, M., 2023. Front Desk Personnel Qualities and Skills in Applying Upselling Hotel Products: Case Study of the Ritz Carlton Bali. International Journal of Multicultural and Multireligious Understanding, 10(4), pp.550-558. Available at: https://ijmmu.com/index.php/ijmmu/article/download/4671/3957 [Accessed on 19 February 2024]
Soegiono, D.P., 2021. INTERNSHIP REPORT “DIM SUM TRAINING AT TANG PALACE JW MARRIOTT SURABAYA”. Available at: http://repository.ottimmo.ac.id/572/3/CHAPTER%20II.pdf [Accessed on 19 February 2024]
Solomon, M. (2018) The Heart of Hospitality. New York: SelectBooks, Inc.
Tesone, D. (2010) Principles of management for the hospitality industry. London: Routledge. Available at: https://www.taylorfrancis.com/books/mono/10.4324/9780080963075/principles-management-hospitality-industry-abraham-pizam-dana-tesone [Accessed on 19 February 2024]
Tewan, J. (2009) Hotel Front Office: Operations and Management, Oxford Higher Education Press
Virdanty, S.D., Nadra, N.M., Wendri, I.G.M. and Sari, P.Y.W., 2023. Human Resources Efforts to Improve Employees Performance at JW Marriott Surabaya. International Journal of Glocal Tourism, 4(4), pp.343-359. Available at: https://ejournal.sidyanusa.org/index.php/injogt/article/download/582/358 [Accessed on 19 February 2024]
image2.png
Excelent concept of rooms converted from empty containers. Best option for
single accommodation who is visiting to Mundra port near Gandhidham. Nice
food and menu as well. Good staff service and hospatility.
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