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	The purpose of this reflective learning diary is to help me identify my strengths and areas for improvement as I prepare for a career working at a hotel front desk. What's more, I will elaborate on why this is such a big deal in the hotel business.
Front desk staff at hotels need a wide variety of skills and abilities to do operations efficiently and deliver friendly service to guests. According to Sturman et al., (2011), communicating effectively is a vital skill. Working at the front desk requires excellent verbal and written communication skills with visitors, co-workers, and other areas. Active listening, clear speech, and consideration of the guest's needs and issues are all features of effective communication. I developed vocal and nonverbal communication strategies during my education and training that will be useful when communicating with visitors in real-world settings.
Tewari (2009) stated that the ability to stay organised and keep to a strict schedule which is known as a time management skill is another important trait for front desk workers to have. The front desk is the nerve centre of the hotel, organising the arrival and departure of guests, taking care of bookings, and communicating with other areas of the establishment. Guests should have no trouble with anything, thus efficiency and order are paramount. I am confident in my ability to handle the demanding front desk environment because of my experience and training in time management, work prioritisation, and organisational skills.
From the findings of Wang and Tsai (2021), front desk work requires a lot of problem-solving ability as well. Room issues, billing irregularities, and special requests are just some of the issues that guests may bring up to the front desk. To quickly and satisfactorily resolve these problems and ensure the visitors' contentment, it is crucial to use initiative, critical thinking, and practical solutions. Throughout my education, I have been introduced to several case studies and experiments, all of which have helped me become a better problem solver. By putting my training to use, I will be able to keep customers happy and get to the bottom of any problems as quickly as possible.
In the hotel firm, the front desk is the first and final point of contact for visitors. Having excellent abilities in customer service is so crucial. Sigala (2019) suggested that employees at the front desk need to be kind and accommodating, as well as sympathetic to the customers' problems. Positive experiences for guests and enduring connections with regulars are within my reach thanks to my ability to put into practice the fundamentals of customer service as I learn them in classes. The hotel's success and reputation will improve as a result, and the customers will appreciate it as well.
There is a lot of weight behind the necessity of talking about what it takes to succeed in the front desk receptionist role at a hotel. For many, their initial impression of a hotel is formed during their first interaction with the front desk. The study of Fallon and Rutherford (2019) reveals that employees at the front desk may enhance customer satisfaction, repeat business, and positive word of mouth if they have the right equipment to make a good first impression. Maintaining composure, rearranging responsibilities, and coordinating efforts are all crucial in any emergency situation (Shuck and Wollard, 2021). The success of a hotel in today's market depends heavily on the front desk staff's ability to exceed guests' increasingly high expectations.
In sum, the front desk at a hotel requires excellent communication skills, the ability to manage time efficiently, the capacity to think critically and solve problems, and an honest appreciation of helping others. The combination of my practical experience and academic training has prepared me to become an asset to any organisation via my ability to create positive interactions with customers and strengthen existing ones. This is an important discussion in the hospitality sector since it has a direct bearing on how satisfied customers are, how likely they are to return, and the hotel's bottom line (Tesone, 2015). As I begin my career in the hospitality sector, I am certain that my background in hospitality studies and experience working in a front desk environment will help me succeed. 
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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?


	I will offer outstanding service to customers, make a friendly greeting, and customise the experience for each individual guest.
	I will maintain oversight of day-to-day operations, maintain coordination with other departments, and swiftly respond to requests from guests.
	The hotel promotes good impressions among guests and contributes to their overall satisfaction by delivering outstanding guest service. The customers' impression of the hotel is improved when they are greeted with friendliness and when their stay is personalised.
	I will create a conveniently available guidebook for reference purposes in the event that the manager is absent. This will include documenting critical processes and contacts. Also, I will ensure that clear communication standards are maintained in order to guarantee that changes go smoothly and excellent customer service is maintained continuously.

	I will maintain accurate and efficient check-ins and check-outs of guests, try to anticipate their requirements, and go beyond their expectations.
	I will keep operations running well by working closely with housekeeping, addressing any problems with maintenance, and closely checking inquiries from guests.
	A hotel that is able to effectively communicate with its visitors may better understand the requirements and expectations of its guests, allowing it to surpass those wants and expectations. Coordination with other departments, such as those responsible for cleaning and maintenance, helps operations function efficiently, which in turn ensures that guests are satisfied.
	In order to ensure that operations go off without any issues, I should develop thorough documentation that outlines the processes, roles, and contact information other co-workers. Maintaining regular updates and reviews of this documentation will ensure that any changes or enhancements are reflected accurately. 

	I will encourage efficient communication between the departments in order to guarantee a coordinated and well-organized workflow.


	I will employ proactive problem-solving strategies to deal with concerns raised by guests in a timely manner and to avoid possible problems.
	When departments are able to effectively communicate with one another, information is able to flow freely between them, which reduces the probability of misunderstandings and delays in delivering services to customers. The satisfaction of guests may be ensured via the use of proactive problem-solving techniques, which help detect and manage guest complaints before they become more severe.
	I will participate in frequent training sessions to improve my ability to deal with problems and resolve conflicts. I will develop the ability to make decisions on situations that is under my purview in order to swiftly address any concerns raised by customers.

	I will keep the front desk area looking polished and well-organized at all times; this demonstrates that I pay attention to detail and create a friendly environment.
	I will maintain close surveillance of operations, search for challenges, and take measures to overcome them in advance to reduce the negative effects they may have.
	The hotel's professionalism and concern for its visitors' comfort can be seen right away at the front desk, where they make their first impressions. Potential difficulties may be discovered and resolved quickly by keeping an attentive eye on operations.
	I will maintain up-to-date documentation on standard operating procedures, protocols, and key personnel contacts. Also, I will make sure there is always a backup person at the front desk by cross-training workers from other areas to fill in during delays or emergencies. 

	I will maintain contact with visitors during their stay to ascertain their level of satisfaction and handle any extra requirements or problems they may have.


	I will maintain and improve room inventory, work in concert with cleaning to achieve rapid room turnover, and make certain that all other departments get enough and timely information.
	The strategy demonstrates proactive care for guests, improves the overall experience for guests, and permits rapid resolution of any problems that may arise.
	Coordinating with a dedicated guest relations team and attending regular training for employees to strengthen communication and problem-solving abilities are all important steps that I will take.



Component Three:
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)

	
Modern hotels cannot function without property management systems (PMS), which are extensive digital applications that improve and standardise many facets of running a hotel (Solomon, 2019). Reservations and front desk operations, housekeeping coordination, billing and invoicing, reports and analytics, guest profile management, and connection with other hotel systems are just some of the features that make up a full-featured property management system. Improving guests' experiences and contentment is one of the main draws of a high-end PMS. Hotel check-in and reservation management are streamlined with a properly integrated property management system (Sturman, Corgel and Verma, 2011). A better rate of visitor satisfaction may be achieved by the provision of personalised services by hotel employees thanks to real-time access to client preferences, special requests, and loyalty programme information.
Revenue and occupancy management are two areas where PMS can really shine. The solution optimises occupancy rates and income potential by automating inventory management, allowing hotels to track and alter room availability in real-time. PMS's capacity to centralise and standardise internal processes is also vital to its success. Property management systems (PMS) help hotels run more smoothly by centralising and automating tasks like cleaning scheduling, fixing requests, and invoicing (Wang and Tsai, 2021). This organised strategy frees up hotel employees to concentrate on providing first-rate service to visitors rather than dealing with ordinary administrative work. In addition, most modern PMSs are compatible with a wide range of other programmes and services, including reservation systems, channel managers, and review sites for guests. By removing the need for human intervention and the associated issues that come with it, system integration guarantees that data flows freely and effectively across applications.

	
Element 2 – Hotel reputation

	Hotel reputation is essential to gaining and keeping clients. Customer feedback in the form of ratings and reviews, as well as referrals from friends and the internet, all play a role to enhance the hotel's reputation. Maintaining a good reputation is crucial to engage prospects and keeping profits high. Hotels need to pay attention to a few main points if they want to maintain their reputations well. First of all, the company must always prioritise the satisfaction of the guests. This includes providing a warm welcome, asking about the details of a guest's stay, and responding quickly to any issues that may arise (Bonn and Yen, 2021). The reputation of a hotel may be positively impacted by training personnel to put guests' needs first and giving them the freedom to perform beyond expectation.
Also, the organisation must always keep an eye on what people are saying about the company online and address their concerns. Showing concern for customers by responding quickly to their concerns and fixing problems shows dedication to their satisfaction. The hotel's reputation and trust may benefit from guests' good feedback, so it is vital to ask them to give reviews after their visit (Bardi, 2010). Additionally, hotels should use social media to interact with visitors, promoting their brand and ensure customer loyalty. The hotel's reputation and the number of visitors it receives depend on the staff's ability to provide information, answer questions, and highlight special features.

	
Element 3 - Communication 

	In order to run well, a hotel must have excellent internal and external communication. Hotels may encourage cooperation, accelerate operations, and provide a seamless guest experience by establishing clear communication among employees and departments (Christaller, 2018). Trust, expectation-exceeding, and customer loyalty are all enhanced by timely, personalised experiences that are part of an organisation's external communication strategy (Sugiarto, 2019). Further improving the efficiency of communication in the hospitality business is the use of technology, the management of guest feedback, and the cultivation of strong industry partnerships.
A cohesive and cooperative workplace can't exist without good internal communication. In order to run efficiently and provide a seamless guest experience, it is crucial that all departments, including the front desk, cleaning, maintenance, and food and beverage, be in constant contact with one another (Johnson, 2019). External communication is also crucial and that's why hotels should provide timely, accurate, and personalised communication from the moment of first contact, whether it be through the hotel's website, phone queries, or online booking systems. Setting guest expectations and making a good first impression may be accomplished by the provision of clear and precise information on accommodation facilities and special offers.
So, communication is crucial throughout a guest's stay in order to quickly respond to their questions, inquiries, and demands. The front desk employees should be well-informed about the hotel and the surrounding area, as well as kind and helpful towards the guests (Knani, 2022). Responding quickly and professionally to visitor questions and requests is an important part of providing excellent service and making a great impression.

	
Element 4 - Staffing 

	
Staffing is an essential component that has a considerable influence on business operations at hotels. It is crucial for a hotel's success to hire, train, and retain enthusiastic employees. The success of a hotel depends on its capacity to attract and retain an appropriate workforce. Factors such as hotel size, expected visitor traffic, and desired service standards should all be taken into account when determining the appropriate number of employees needed to run a hotel smoothly (Tewari, 2009). It's crucial to find and hire people who can do the job well and have a focus on the consumer.
Staff members will not be able to do their jobs well without extensive training programmes giving them the foundational knowledge they need. Staff retention and productivity depend on managers providing regular opportunities for training and professional development. Hotels should use efficient methods of scheduling employees and managing their shifts to guarantee sufficient staffing levels. This aids in job distribution, prevents gaps in coverage, and keeps personnel levels up during busy times (Solomon, 2019). Staff satisfaction and retention may also be boosted by creating a welcoming workplace, celebrating employees' successes, and giving them the opportunity to develop professionally. It is also important for there to be open lines of communication between upper management and employees. Clear expectations, frequent feedback, and open lines for communication help staff members to execute their tasks effectively and resolve any complaints or difficulties that may emerge.
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