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Reflective writing is essential to academic progression, and more so in hospitality management. While at the London Delta Hotel by Marriott in Windsor–Slough, I could follow a supervisory position in reception / front office. The reflection exercise will use Gibbs' (1988) model of reflection to critically evaluate my learning process regarding work-based skills, technical knowledge, communication, teamwork, and guest service operations. It also encompasses critiquing an event related to guest service and a plan for the next steps of professional development.
Introduction to the Hotel’s Guest Service Management
The London Delta Hotel by Marriott, situated in Windsor–Slough, is famous for providing high guest services. The reception/front office department plays a central role in delivering the guests' experience from when they arrive to when they leave (Selamet et al., 2023; Febrianti, 2023). This department is responsible for handling reservations, guest concerns, and complaints and communicating with other departments depending on the guests' needs. My goal was to learn how this aspect of the organization works and what competencies are needed to run it successfully.
Learning Objectives for the Placement
My primary learning objectives during this placement were:
1. To understand the operational procedures of the reception/front office.
2. To develop effective communication and interpersonal skills in a guest service context.
3. To gain insights into problem-solving and conflict resolution in a hospitality setting.
Reflection on Experience and Personal Development
Description
In this particular activity I followed the Front Office Manager and observed how the guest service worked. One typical situation was when a guest was displeased with his room designation due to the noise created by a function. It was at this juncture that the guest angrily marched to the front desk to demand a remedy to the situation.
Feelings
At the time I was a little apprehensive but at the same time I had this urge to actually get up and do something. The guest was rather annoyed, and I understood how important it is to be as professional as possible to sustain good reputation of the hotel. Initially, I had pressures on how I could contribute and also I had the task of ensuring that the complaint from the guest was addressed appropriately.
Evaluation
The received case was rather tricky but valuable at the same time. The Front Office Manager handled it effectively since he listened to the guest's concerns, understood the situation, and gave an immediate solution. The guest was ultimately satisfied after the hotel staff agreed to reduce noise levels in the room and offered other free services. In their practice, the manager demonstrated that guest service requires empathy, critical thinking, and problem-solving skills, as articulated in Jamal et al.'s (2021) study. However, there were times when I could have been more helpful to the manager. For instance, I should have been prepared with possible rooms in advance.
Analysis
It highlighted the importance of communication and interpersonal skills, particularly in the reception/front office duties. Kandampully et al. (2018) state that guest service effectiveness depends on the prompt and efficient satisfaction of guests' needs. This approach is in sync with the principles of service recovery, which is the manager's active listening to the customers and immediately addressing the problem (Gronroos, 1988; Jin et al., 2020). Furthermore, this situation explained how teamwork and coordination are essential within the department, as the issue raised by the guest would need communication with housekeeping and other departments.
Action Plan
I expect to pay more attention to proactive problem-solving in the future, and guests need anticipation to avoid such incidents. To prevent such occurrences in the future, I will pursue further education in conflict management and service recovery. Also, I want to enhance my understanding of the overall functioning of the hotel to become as helpful as possible for the front office department. This includes learning the location of the hotel and the number of rooms available, services offered in the rooms, and the options for service compensation.
Evaluation of Work-Related Competencies and Expertise
Knowledge and skills acquired in the workplace are crucial in achieving guest service standards in the hospitality sector. While working for my placement, I noticed that interpersonal skills, particularly verbal and nonverbal communication, are crucial. This includes not only being able to speak loudly and articulately but also reading body language from guests and other staff members. For instance, when addressing the above-discussed guest complaint, the manager’s appropriate nonverbal communication demonstrated concern, and the situation could not escalate further.
Technical skills, including familiarity with the hotel’s property management system (PMS), are equally relevant. The PMS is utilised in several activities, such as accommodating guests, assigning rooms, managing bookings, and communicating with other departments (Kainthola, 2021; Kainthola, 2021). I understood that this system is essential for the facility's smooth functioning and for providing accurate information to the guests. Baker et al. (2013) observed that technical knowledge in applying hotel management systems increases productivity and minimizes mistakes.
Reflection on Organisational Issues
An essential organisational problem I experienced was meeting guests' demands during busy seasons. Though the hotel received few guests over the weekend, all the rooms were occupied, and some guests had to wait longer than usual to get their rooms. This event challenged the front office team regarding time management and clear communication with the guests.
Possible Solutions
To address this issue, a better system that can address room readiness during peak periods is needed. This could involve working closely with the housekeeping department to increase the efficiency of cleaning and preparing rooms. Some theories, like the Queueing theory, can be deployed to increase guests' throughput while decreasing their waiting times to improve guests' experiences (Katz et al., 2015). Using temporary staff during periods of high workload might assist in offloading the current team and enhancing service delivery. 
Future Action Plan
As a result of my placement experience, I have planned the following action plan to develop my skills and knowledge in guest service operations further in the future. Firstly, I plan to upgrade my training in advanced customer relations and handling conflict situations. This will involve workshops and online courses covering communication, empathy, and conflict-solving. Secondly, I intend to enhance my technical knowledge through certification in hotel management systems. This will enable me to operate these systems more efficiently and, in turn, offer better support to the Front Office team (Fu et al., 2022). Lastly, I need to enhance my teamwork by engaging in team-building activities and asking my co-workers for comments. As a future hospitality manager, it would benefit me to learn how to operate efficiently in a team.
Conclusion
In conclusion, this placement at the London Delta Hotel by Marriott in Windsor–Slough has been a great learning opportunity. In the process of reflective writing, I learned about the significance of work-based skills, technical content knowledge, communication, collaboration, and guest services operations. The shadowing has proven that reception/front office plays a pivotal role in making the guests happy, and I have seen how expectations can be managed and problems solved. After carefully analyzing the insights gained and creating a detailed operational plan, I am more equipped to achieve my dream of a great career in the hospitality industry.
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