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Another stage in placement was to assist manager of front desk operations in Marriott. Started in previous placement role of Receptionist, offered me now another point of view, a perspective above department. Marriott hotel has two wings of building, with almost 300 rooms, also 15 cottages for families and guests groups. Because of that always need at least two persons behind the desk, many times one receptionist is replaced by manager itself, as example to cover for a break.
The front desk operations at Marriott are central to delivering exceptional guest service, acting as the first and last point of contact for visitors. This department handles check-ins, check-outs, reservations, guest inquiries, and complaints, ensuring smooth and efficient service. It coordinates closely with housekeeping, F&B, and maintenance to meet guest needs promptly. Front desk staff play a crucial role in maintaining the hotel’s reputation by providing personalized attention, resolving issues quickly, and enhancing the overall guest experience. Their ability to manage bookings, process payments, and provide local recommendations reflects the hotel’s commitment to high service standards.
These facts suggest that for the job there is a list of aptitudes needed to be able to perform Front Desk operations at the Marriott:
· Understand Front Desk Procedures: Learn the processes for check-in, check-out, reservations, and room assignments (Walker, 2017).
· Enhance Communication Skills: Develop clear and professional communication with guests and internal departments (Johnston, 2012).
· Master the Property Management System (PMS): Gain hands-on experience with hotel management software for bookings and guest information.
· Handle Guest Inquiries and Complaints: Learn effective problem-solving techniques to manage guest issues and requests (QAA, 2018).
· Understand Billing and Payments: Get familiar with processing payments, managing invoices, and handling financial transactions (Tewan, 2009).
· Coordinate with Other Departments: Ensure smooth collaboration between front desk, housekeeping, F&B, and maintenance.
· Develop Organizational Skills: Learn to prioritize tasks, manage time efficiently, and maintain accurate records (Walker, 2017).
· Improve Customer Service Standards: Understand how to personalize guest experiences and exceed expectations (Hagg, 2013).
· Handle Special Requests and VIP Services: Learn how to cater to specific guest needs, including room preferences and event arrangements (QAA, 2018).
· Understand Performance Metrics: Analyse guest feedback, occupancy rates, and service KPIs to improve operations (Tewan, 2009).
Before to practice this role, only theory give just an idea about principles, important was the experience of shadowing the manager. This contributed to understand the relevance of having right work-based skills and experience of technical knowledges, these are minimum base that employees should have to handle day by day operations.
Operating in the front desk work at the Marriott offered me valuable insight into the skills and knowledge required to deliver exceptional guest service. Observing the manager’s role reveals the importance of multitasking, problem-solving, and effective communication in handling guest interactions and coordinating with other departments. This experience highlights the need for technical expertise, such as mastering the Property Management System (PMS) and managing bookings efficiently. It also emphasizes soft skills like patience, empathy, and professionalism when resolving guest concerns. Understanding these aspects is essential for maintaining high service standards and ensuring smooth, guest-focused operations (Rughubulan, 2009).
Personal and vocational development, shaped by academic studies, industry placements, and past experience, plays a crucial role in building essential skills for hospitality. Academic knowledge provides the foundation for understanding guest service principles, while hands-on placements offer practical insights into real-world operations. Working in different hotel departments enhances communication and teamwork, teaching how to collaborate across teams to meet guest needs (Hagg, 2013). Task management skills develop through handling multiple responsibilities, ensuring efficiency and attention to detail. Personal growth, like adaptability and problem-solving, strengthens professional performance. Together, these experiences foster a well-rounded approach to delivering exceptional guest service and operational excellence.
Practical skills like multitasking, problem-solving, and effective communication ensure smooth daily operations and quick resolution of guest issues. Technical expertise, such as proficiency in the Property Management System (PMS), reservation handling, and billing accuracy, supports efficiency and reduces errors (Wood, 2013). During the shadowing experience, observing how front desk managers manage guest check-ins, special requests, and complaints showcased the importance of attention to detail and professionalism. These skills directly impact guest satisfaction, influencing reviews and hotel reputation, making them essential for maintaining high service standards.
During my experience at the Marriott front desk, I observed how effective communication and technical knowledge ensured smooth guest interactions. For example, when a guest’s room request wasn’t met due to overbooking, the manager quickly used the Property Management System (PMS) to find an upgraded room and offered a complimentary service as compensation. This demonstrated problem-solving, attention to detail, and guest-focused service (Wood, 2013). I also saw how proper task management, like coordinating with housekeeping for room readiness, prevented delays. These examples show how combining technical expertise and interpersonal skills directly impacts guest satisfaction and operational efficiency.
One situation I encountered involved a delayed room readiness during peak check-in time, leading to a frustrated guest. The front desk manager handled the situation by staying calm, apologizing sincerely, and offering a complimentary drink at the bar while the room was prepared. This issue affected the department’s performance by increasing pressure on staff and creating operational delays. It also impacted guest service, as the guest’s first impression was negatively affected. However, the quick and thoughtful response helped ease the situation, showing how effective problem resolution and proactive service can minimize the impact of operational challenges (Vasadze, 2018).
To prevent delayed room readiness, the hotel could implement better coordination between the front desk and housekeeping using the Just-in-Time (JIT) management approach, ensuring rooms are prepared exactly when needed (Fallon, 2010). Using the implemented system framework, regular cross-department meetings could improve communication and workflow efficiency. Additionally, introducing real-time room status updates through the computer  program would help the front desk provide accurate information to guests (Vasadze, 2018). Staff training on conflict resolution and proactive service would also ensure smoother guest interactions when unexpected delays occur, ultimately enhancing guest satisfaction and operational performance.
To address delayed room readiness, the hotel could adopt the Lean Management approach, streamlining processes to minimize waste and inefficiencies. Establishing a clear Standard Operating Procedure (SOP) for room turnover and aligning housekeeping schedules with peak check-in times would improve efficiency (Casado, 2012). The Service Quality (SERVQUAL) model could be used to identify gaps in service and enhance communication between departments. Additionally, implementing a guest notification system for room status updates would manage expectations and reduce frustration (Wood, 2013). Cross-training staff to support housekeeping during high-occupancy periods could also improve flexibility and response times.
Assisting the front desk operations manager at the Marriott introduced me into the complexity of guest service management. This experience showed me how important is to know and to use tools as effective communication, multitasking, and problem-solving, which are essential for maintaining high service standards (ASET, 2017). Observing the manager’s approach to handling guest inquiries, resolving complaints, and coordinating with other departments deepened my understanding of technical knowledge, including reservation systems and check-in/check-out processes. It also emphasized the value of patience, professionalism, and attention to detail in ensuring guest satisfaction. This hands-on learning experience has been crucial in preparing me for a future in hospitality management.
Personal and practical development plays a crucial role in forming top employees. Gaining hands-on experience helps refine essential skills like communication, problem-solving, and teamwork while enhancing technical knowledge of hotel systems and operations (Bardi, 2010). To improve my skill set, I plan to take advanced hospitality management courses, seek mentorship from industry professionals, and participate in customer service training programs. Additionally, I’ll focus on developing leadership abilities and time management through real-world practice. These steps will strengthen my capabilities and make me ready for a future career in hotel management.
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