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	This learning log aims to share my experience and insights gained during my hotel front desk operations placement at the end of my Level 4 Hotel Management course. In my previous courses, I learned about the key skills required for hotel front desk operations and it was interesting to see how some of these skills were lacking in my hotel's front desk while others were impressive.

One of the most important skills I identified was the communications skills, Front desk operators must show an excellent communication among themselves and towards the guest’s as they are the bridge between the hotel and Guest, that is the reason they need to have excellent verbal communication skills to greet guests, answer phone calls, and provide information. I learned that speaking clearly, using appropriate body language, helps convey information effectively.
O had the chance to apply my active listening skill to understand guest needs and inquiries, this involves paying full attention, asking clarifying questions, and demonstrating empathy to ensure guests feel heard and valued. Maintaining a professional and courteous tone where crucial when I interacted with guests. Front desk operators should be polite, patient, and use appropriate language to create a positive impression and provide excellent customer service. Non-Verbal communication includes body language, face expressions or visual contact I notice can change the outcome of a conversation. Front desk operators should maintain a friendly and approachable appearance, make eye contact, and use appropriate gestures to convey attentiveness and warmth. They should be able to write clearly, use proper grammar and spelling, and convey information accurately and professionally. 

[bookmark: _Int_ciid7Ky8]Following the above the next key skill I identified was Problem solving while effectively managing the time (Nadda et al., 2022), Effective front desk operators need to be skilled in problem-solving and conflict resolution. They should be able to listen to guest concerns, identify solutions, and communicate them clearly and diplomatically. Receptionists have multiple jobs to handle at the same time, for example taking phone calls, checking guests in/out, and sorting reservations. Good time management skills help them prioritise tasks, stay organised, and ensure efficient communication with guests.

I also notice the importance of emotional intelligence in Front desk operators, empathetic front desk operators put themselves in the guest’s shoes, striving to understand their feelings and perspectives (Losekoot et all., 2018). This helps them provide appropriate solutions and personalised assistance tailored to the guest’s specific circumstances. While I was dealing with demanding situation, I had to maintain my composure and remain calm. This allowed me to respond to customers emotions with empathy and understanding. I learned to be respectful and considerate of guest’s diverse backgrounds, traditions, and customs. Front desk operators should show understanding and adapt their communication and service accordingly (Asirify, 2013). By integrating empathy skills into their interactions with guests, front desk operators can create a welcoming and supportive atmosphere (Jaykumar 2019). This not only enhances guest satisfaction but also contributes to building long-term guest relationships and loyalty to the hotel.
I have come to realize that having a good understanding of various communication tools is crucial for effective interactions with both guests and colleagues. I discovered how proficiency in Point of Sale (POS) systems can significantly enhance the processing of payments for additional services. Additionally, I learned that being familiar with online review platforms is essential to efficiently monitor and respond to guest reviews. Another valuable lesson I learned was the importance of having knowledge about security systems, as it directly contributes to ensuring guest and staff safety.
Moreover, I recognized that proficiency in using the Microsoft Office Suite is an asset when it comes to tasks like creating reports and managing guest data. Furthermore, I found that being comfortable with mobile technology plays a significant role in streamlining operations and providing on-the-go guest assistance. This personal learning experience has taught me the significance of continuously developing and honing my skills in these areas, as they contribute to the overall success of my interactions with guests and colleagues.
Adaptability to modern technologies is crucial as the industry evolves with innovations like chatbots and automated check-in systems (Sisson, Adams 2013).

My hotel placement experience was truly transformative, providing me with valuable insights about the skill set that will undoubtedly shape my future in the hospitality industry. Throughout the placement, I had the opportunity to immerse myself in various situations and gain first-hand experience in a fast-changing industry, it was an invaluable opportunity for personal and professional growth. It allowed me to apply theoretical knowledge gained from my studies into practical scenarios, shaping my skills and understanding of the hospitality industry. While some disappointment crossed me along the way when lack of staff communication created misunderstandings, this experience has reinforced my passion for this field and has given me the confidence to embrace future opportunities and challenges within the industry.
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – It is your first day as a front desk associate and your manager has phoned in sick. Create an action plan and answer the following questions.

	What are you going to do to ensure that the hotel is represented well to guests?
	How will operations run smoothly throughout your shift?

	Why would you consider your plan being the most effective?

	What contingency plan will you put in place to ensure quick resolution of this scenario in the future?


	Greet guests with warmth and professionalism, I will help answer questions, and address any immediate concerns they may have
	Actively engaging with guests throughout their stay asking them open questions and trying to bring a smile on they face, can contribute to a positive experience
	Actively engaging with guests by checking to see if they are satisfied, anticipating their needs helps create a positive guest experience following the Ritz Carlton approach of anticipating guest needs but in this situation within the budget
	Providing ongoing training and development opportunities for front desk associates would be beneficial on leadership skills, conflict resolution, and decision-making

	Address guest enquiries and requests by listening carefully, providing helpful information, and resolving issues promptly and effectively, I will demonstrate the hotel commitment to exceptional customer service
	I would stay informed about any changes or updates related to hotel operations, such as room availability, unique events, or maintenance activities. Regularly reviewing the hotel's communication platforms, including email, internal messaging systems
	Being prepared to handle unexpected situations demonstrates flexibility and the ability to think on high stress environment
	By training some of the key staff in order of having multiple associates familiar with these tasks, there would be a pool of qualified individuals to step in during a manager's absence

	Communicate professionally, effective communication is key to representing the hotel well. I will ensure that my verbal and non-verbal communication is clear, courteous, and professional
	Maintain open communication channels with other departments and colleagues to facilitate the flow of information
	Ensures that information flows smoothly, helps prevent miscommunication, delays, or misunderstandings, leading to more efficient operations
	Creating an updated emergency contact list for key personnel within the hotel and ensuring all front desk associates have access to it would be crucial

	Maintain a neat and organized front desk reflects the hotel professionalism and attention to detail
	By paying close attention to detail is vital in maintaining accuracy and ensuring guest satisfaction
	By double-checking guest's details, and ensuring precise record-keeping, I can minimize potential issues and provide an important level of service
	Assigning someone to oversee employee schedules, handle guest complaints, maintain front desk well organised will free up time for management

	Familiarize myself with hotel operations standard the operating procedures, policies, and guest service protocols
	Identify and prioritize tasks based on their urgency and importance
	I can focus on critical activities and address them promptly. This allows time to be allocated resourcefully, effectively and ensure that essential tasks are completed
	Having an easily and time efficiently readable instruction or manual at hand at any situation



Component Three:
[bookmark: _Int_KL2NzvAw]Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format - Describe the key elements that are required when considering these four elements of hotel operations:

	
Element 1 – Property Management Systems (PMS)


	PMS software plays an Important role in ensuring smooth front desk operations by automating routine tasks and providing real-time information for decision-making. It allows front desk operators to handle guest bookings, manage reservations, process payments, and track room availability. By utilising a PMS, front desk operators can provide efficient and accurate service to guests, resulting in enhanced guest satisfaction and loyalty.

One key element of using a PMS is its ability to centralise guest information and preferences. With a comprehensive guest profile management system, front desk operators can access detailed guest information, including contact details, preferences, past stays, and special requests (Kiedrowicz, et all., 2016).
PMS facilitates effortless communication and integration between various hotel departments. It allows front desk operators to communicate guest requests, maintenance issues, or specific requirements to relevant departments such as housekeeping, maintenance, or concierge. This ensures that guest requests are promptly addressed, leading to improved operational efficiency and guest satisfaction.
Additionally, PMS software provides valuable reporting and analytics capabilities. It generates detailed reports on occupancy rates, revenue, guest preferences, and other performance indicators, aiding in strategic decision-making (Barnard-Wills and Ashenden, 2010).
Overall, property management systems are integral to the smooth functioning of front desk operations in hotels. They provide essential features such as reservation management, guest profile management, communication integration, and reporting capabilities (Ahlsten,Heinonen & Murto, 2023). By leveraging a PMS, front desk operators can efficiently manage guest interactions, enhance service quality, and contribute to overall guest satisfaction and operational excellence.


	
Element 2 – Hotel reputation


	Hotel reputation plays a vital role in its success as a positive reputation not only attracts potential guests but also fosters customer loyalty and generates positive word-of-mouth recommendations. Exceptional service, characterised by attentiveness, responsiveness, and personalised attention, creates a memorable experience for guests. Positive interactions with staff members and prompt resolution of guest concerns significantly contribute to a hotel's reputation (Kokalan, 2018).

Guest satisfaction is influenced by several factors such as the cleanliness and comfort of rooms, the quality of amenities, the efficiency of check-in and check-out processes, and the availability of facilities and services. Consistently meeting or exceeding guest expectations leads to positive reviews, recommendations, and an enhanced reputation (Marriot international 2023).
The competence and professionalism of hotel staff impact a hotel's reputation. Ritz-Carlton (2023) claims well trained, friendly, and courteous interactions, along with a genuine willingness to assist, contribute to guest satisfaction and build a hotel's reputation for excellent customer service.
To maintain positive reviews and high ratings improve a hotel's online reputation, attract potential guests, and build trust. On the other hand, negative reviews can tarnish a hotel's image and scare away potential guests. Building a recognizable and trusted brand requires consistent delivery of superior service, a strong marketing presence, and a clear positioning in the market (Ka, 2019).

A hotel's reputation is a multifaceted aspect of guest satisfaction, staff competence, online reviews, and brand image, these elements are interconnected and mutually reinforce each other (Zhang et al., 2020). A positive reputation attracts guests, drives repeat business, and leads to positive word-of-mouth improve the hotel key elements of reputation and consistently deliver exceptional experiences to ensure sustained success in the competitive hospitality industry.


	
Element 3 - Communication 


	To run a hotel effectively the member of the staff team must have an excellent communication, this is made through verbal conversations, written or through the hotel management system. Whenever is referred to communication towards the guest or towards the member of the team. Without effective communication it is impossible to run a hotel or any other businesses. 
Communication between team members includes rooms availability and they function which is discussed between the house keeping department, maintenance team and front office, this is important for the preparation from one guest to the next to present satisfying rooms within the hotel standards (Gionatti, 2023).
According to YEC Council (2020) Prioritising inter-department communication and ensuring sufficient staffing levels are key factors in maintaining an important level of service and guest satisfaction in a hotel.
Communication through management systems Includes booking room service or tables in the restaurant, writing notes such as allergy information or request a bigger space around the table to accommodate a disabled person in a wheelchair, a large family, or a group of a larger number of guests or payment methods (Ivanova, Andrić, & Ricci, 2022).
Communication with guests begins through the booking system, where confirmation emails, reservation details, Offers and advertisement or any special instructions and requests are communicated. Verbal communication plays a crucial role at the front desk during check-in and check-out. Hotel staff engage with guests, provide necessary information, answer questions, and address any concerns or requests.
All communication should be overseen by the hotel management to double check for human or system errors. These kings of errors should be communicated back to the staff or reported into the system to minimise them. This feedback loop allows for corrective action to be taken and serves as a learning opportunity for improvement. 

	
Element 4 - Staffing 


	In Hospitality industry the quality of a hotel can be seen from how they treat the employees. To a hotel to deliver good services firstly must have a manager who can build up the teams, by attracting and hiring the right employees which in time will   deliver quality services to the guests (Chron Contributor, 2018).
Once the team is established the manager must create a good working environment and structure for the team this include training, transparency in communication and laid down expectation this can lead to a dedicated team working together and rising the hotel quality significantly.
W. Marriott had a simple philosophy about the treatment of employees. "Take care of your employees, and they will take care of your customers" (Marriott and Brown, 1997, p. 34). A well-functioning team and positive work environment have several benefits. Firstly, it enhances employee morale and satisfaction, leading to increased productivity and commitment to providing exceptional service to guests. Secondly, it can generate positive reviews from satisfied guests, which in turn improves the hotel's reputation and competitiveness in the market. This can result in higher revenue and success for the hotel (Magnify School 2022). To keep up with the excellent work ethics managers should set not just clear expectation to the staff but also recompense for the work attitude they show as recognising and rewarding exceptional performance can motivate employees and boost, they morale.

Empowering staff leads to staff satisfaction, retention, and personal growth. These are essential to have a dedicated team which are working efficiently and independently. This can save time for managers to attend other mater in the future. 
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