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Placement at London Heathrow Marriott

Overview of the Hotel’s Reception/Front Office Operation
During my practical placement at the London Heathrow Marriott, I got a chance to work under the reception/front office department. It is a first-class hotel that offers high quality services and facilities to all its clients, be it the business persons or tourists. Front desk, therefore, is a very important area in a hotel as it handles issues concerning check-in, check-out, inquiries, and complaints.
Placement Learning Objectives
· To understand how the reception/front office department works regarding operations.
· To learn more about facility in guest service and communication.
· To Improve problem solving and conflict handling skills.
· To sharpen my skills on managing guests as well as their responses.
· To analyze organizational problems in the department and work towards their resolution.
Experience and Personal Development
When reflecting on the placement experience the entire period was rich and full of learning experiences. However, one common problem observed during my placement in the reception area was the concern for managing increased guest arrival and departure during the busy hours. These peak periods often led to long wait times for guests, resulting in dissatisfaction· This experience, as noted by Ali et al. (2021) highlighted the importance of efficient guest flow management and prompt service to maintain high guest satisfaction·
One practical example involved a particularly busy evening when several guests arrived simultaneously for check-in· I managed the situation by efficiently managing the queue, communicating clearly with waiting guests, and expediting the check-in process· Handling the situation with courtesy, I calmed guests down, explained the delay, and offered them free drinks. This not only addressed the issue swiftly but also presented how communication and collaboration can take place under pressure (Bucăţa and Rizescu, 2017). Gibbs’ model of reflection suggests that it is paramount to analyze the event and draw from it to enhance subsequent interventions (Gibbs, 1988).
Personal and vocationally acquired experience and academic background influenced the perception of key skills in the reception area. My technical knowledge and problem-solving skills of managing guests’ complaints were also improved by this placement. I realized that trust and rapport are crucial in hospitality as pointed out by Min et al. (2021) which can be developed through active listening to the guests.
Organization, coordination of personnel, and delegation of responsibilities were vital for providing quality guest service. As stated by Torrens University (2023), teamwork is essential in hospitality to enhance productivity and the quality of guests’ experiences. I was able to work harmoniously with other members of staff during periods of many check-ins and this helped to address the large turnout of guests.
Work-Based Skills and Technical Knowledge
Skills at work and business-oriented knowledge play a significant role in the reception area due to the guest service standards compliance. Cooperation, communication, and time management correlate with the guest experience and satisfaction levels. For instance, Zhang (2018) argues that active listening can help in quick detection of guest needs and provision of a suitable service. My experience proved that knowledge of the technical processes like reservation systems and service delivery standards plays a significant role in terms of guest satisfaction. When it was busy checking in guests, I applied active listening skills, communication skills and cooperation skills to manage the guests and staff. These enabled one to identify what the guests required, attending to any of their issues and working closely with the housekeeping team to ensure quick turnover.
In another incident, when the hotel was very crowded, one guest complained about the room they received because of the wrong booking. Following Gibbs’ framework, I evaluated the situation and promptly acted toward solving the issue (Gibbs 1988). The guest reported the error, I engaged the team to find out the reason behind it, and I provided the guest with a better room. The guest eventually expressed their satisfaction with the resolution and expressed gratitude for the quick response. Such occurrences, as noted by Rane et al. (2023), underscores the need to adopt team work and communication when handling irate guests and recovery processes.
These concepts illustrated how technical knowledge is vital in the front office management especially in topics such as the reservation systems and guest services. Effective management of customer complaints is active in improving an organization’s service quality (Dinnen and Hassanien, 2011). The experiences also highlighted the importance of promoting staff training and professional development in order to deliver quality services. In general, the competencies of active listening, interpersonal relations, and verbal communication were essential in addressing customers’ complaints and maintaining high-quality services.
Reflection on Organisational Issues
One organisational internal problem that I faced during my placement was the problem of meeting the expectations of the guests during busy hours. The root cause was that employees were not present during these periods, which resulted in delays and unhappy guests. This disparity notably affected the operations of the department, creating delays that incensed the visitors and leading to general dissatisfaction. Luo et al. (2019) argued that it is crucial to have training programs that are consistent and continuous so that the quality of service is not compromised.
To address this issue, implementing a more flexible staffing schedule to ensure adequate coverage during peak times is crucial· Regular team meetings and training sessions focused on peak-time management can ensure that all staff members are well-prepared for these busy periods· Additionally, utilizing technology, such as queue management systems, can streamline the check-in process and reduce wait times (Lee and Lu, 2023)· Baumgartner (2014) further adds that fostering a culture of feedback and effective communication within the team can also enhance overall efficiency and service quality· 
Future Action Plan
Below is my future action plan for addressing the identified organisational issue:
· I will also roster an induction programme for all new members of staff to reduce variation in service delivery (Rodriguez and Walters, 2017). This program will cover detailed on orientation and training, as well as periodic reminders to keep up the level of performance high.
· The training material will also be periodically reviewed and updated in order to meet the current standards. According to Kleefstra et al. (2020), this will guarantee that all employees effectively possess the most relevant and up-to-date information and techniques essential for staff duties.
· I will also promote the spirit of training within the team by arranging various workshops and trainings. This means that the staff will always be informed of the progress happening in the industry to make them better.
· I will collect feedback from guests as well as the staff to be able to determine training gaps and make corresponding changes. According to Waqanimaravu and Arasanmi (2020), adopting routine surveys and feedback meetings will provide useful information improving the training programs, and services offered.
Conclusion
The placement undertaken at London Heathrow Marriott was beneficial in enhancing the work-based skills and technical competency. Applying the concepts from Gibbs’ model of reflection, I analyzed directions for professional growth and created a plan of action. These discoveries justified the need for communication, collaboration, and knowledge enhancement in the hospitality industry. It has also brought into focus the need for staff development and proper communication measures to ensure more efficiency and quality service delivery to guests, hence increased guest satisfaction.
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