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	Introduction 
According to Simpson (2018), a student journal is a gathering of written and highlighted reactions, predictions, questions and understandings on the basis of perspective from the point of view of a student. 
Primary skills required to work as a hotel front desk
Driscoll model 
What? 
Communication skills
As per van der Vleuten et al., (2019), communication skills entail speaking, listening, empathising and observing and it is an important skill in order to understand others and to be understood. In the context of a hotel front desk job, communication functions a primary role as it serves to talk to clients in person and also over the telephone. For example, a hotel front desk executive discusses prices of rooms, and booking with the clients in addition to offering directions and providing a detailed description of the sort of quality service clients could expect during their stay. I believe that as a hotel front desk executive, I am required to have skills such as active listening and proper body language which conveys that I am taking all of their concerns into consideration. 
People skills 
People skills are referred to as patterns and interactions of behaviour among people in which aspects such as interaction and engagement skills, personal effectiveness and intercession skills enable the individual to deal with others (hospitalitynet.org, 2023). In the context of a hotel front desk executive job, people skills become very significant because of the fact that hotel and hospitality service is centred around customer service and the satisfaction of clients. Therefore, the front desk executive should be very polite, friendly and personal to the clients in order to take their questions and concerns into account and must accommodate and try to mitigate them as soon as possible. I believe people skills could build a good rapport with the guests, and construct a positive atmosphere which in turn helps in resolving conflicts and improves the overall experience of the guests. For example, the good people skills of the front desk executives help in easing the guests who have come from a faraway place to stay in the hotel for some time and indulge in leisure activities. 
So what? 
Problem-solving skill 
Problem-solving skills refer to the capability of recognising concerns and evaluating the answers in an attempt of resolving them in the best possible way (hotelowner.co.uk, 2023). In the hotel and hospitality industry, I believe that through the use of communication and people skills problems of the customers could be identified or recognised and thereafter problem-solving skills could be utilised in order to mitigate the concerns. Problem-solving skill is one of the important skills to have as a hotel front desk executive because of the fact that customers have many different and varied concerns about the hotel and the accommodation and thus this skill assists in helping customers mitigate those concerns accordingly. For example, a customer could have a concern about damaged key-cards or a lack of internet connection in his accommodation. 
Computer skill 
As opined by Kolobkova et al., (2021), computer skill is defined as the ability and knowledge to utilise several tools of digital nature and technologies to finish the job productively and effectively. In the context of hotel front desk executive, computer skills involve using software systems like OPERA, MGS, MARSHA, Hotelier and Guestware in order to take into account the details of the customer looking for accommodation in the hotel along with making reservations, tracking guest’s bills and room assignments. Furthermore, computer skills are also used by the front desk executive to order food, supplies and beverages for the concerned clients. For example, a client making a request to supply dinner to his accommodation allows for the hotel front desk executive to use his computer skill to take the order digitally and then proceed to serve the dinner using other resources. 
Now what? 
Punctuality 
Punctuality refers to the value that drives people to complete their work in a timely manner. In the context of the hospitality industry, punctuality is an essential trait because it highlights to the customers that one is dependable and reliable in their time of need (hotelowner.co.uk, 2023). In my experience, a hotel front desk executive must possess this specific skill because of the fact that it helps the guest to be dependable on the executive in the resolution of their concerns. Besides, it also serves to highlight professionalism in the job and is a signal that the executive is well prepared to mitigate the concern. 
Conclusion 
It could be inferred that there exists various skills that are required in the profession of hotel front desk executive in the hospitality industry which are explored and discussed above using the Driscoll reflective model. 
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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 respond quickly to the concerns and problems of guests with an approach that tries to mitigate those concerns in an efficient way. 



	According to Rutherford, (2021), hotel operations are referred to as running the day-to-day business of a hotel. I will take suggestions and feedback from the guests in the context of how the hotel can help in the mitigation of their problems and concerns in a proper manner and how the hotel could help them avoid these concerns in the future.  
	Responding to the concerns and problems of the customer in a quick manner would be effective because of the fact that a quick response would correspond with the efficiency and productivity of the service. Customers always appreciate efficiency and productivity from the services offered to them.  
	As per Giousmpasoglou et al., (2021), a contingency plan refers to the plan made and designed to take into account the probable future event. I would ensure the hiring and recruitment of more staff during the peak season in the hospitality industry in order to tend to the concerns and problems of each and every guest. In this manner, resolution and mitigation of different problems from various guests could be made.  

	I will try to anticipate the concerns and needs of guests during their stay in hotel accommodations in order to respond to and resolve them in a faster manner. 

	I will ensure that hotel front desk associate operations run smoothly by anticipating the concerns and problems of the guests and responding to them in a much quicker manner. I will introduce myself as the person who will help them in the event of concern and thereafter take account of any problem guests are presently having. 
		As cited by Boella and Goss-Turner (2019), anticipating problems and solving them in a timely manner would add to the productivity and effectiveness of the service and its quality. In this way, customers on their part do not have to spend their time searching for solutions when I and other hotel staff around could do that for them in a fast manner. 
	By studying records of data and reviews and feedback from previous customers, a plan could be drawn up that takes into consideration various concerns of the customers and anticipates them in a timely manner (Ali et al.,  2021). In doing so, I will ensure that customer grievances and concerns are lessened with the passage of time. 

	I will examine and measure the satisfaction of the guests by taking their feedback and reviews of the quality of services in the hotel accommodation. 

	I will take into consideration the satisfaction of the customers by taking a measurement of it and evaluating it through feedback and reviews of the service quality of the hotel accommodation 
	I believe that taking feedback and reviews from the guests  allows for the evaluation of the services and this contributes to effective assessment of the hotel services which in future could be improved based on the feedback received. 
	The quality of the hotel services could be improved through evaluation of feedback and review offered by the customers and rectifying the mistakes made (Park et al., 2020). Therefore I believe a plan of effectively taking feedback from guests in the accommodation would ensure a quick resolution of mistakes and failures in services. 





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)


	According to Bardi (2010), a Hotel property management system refers to the features of hotel business operations that involve the delivery of a high-quality guest experience to the customers. In a traditional sense, hotel PMS was delineated as the software that allowed for the hotel to manage its front office abilities like booking of reservations, guest check-out and check-in, assignment of rooms, maintenance of room rates in addition to billing. The utility of the hotel PMS is that it offers the replacement of time-devouring and paper-consuming procedures. At present, the hotel property management system has evolved beyond the front desk as it is currently a vital business operations system that allows hoteliers to deliver high-quality guest experiences. There exists various aspects that contribute to the property management system such as reservation, room management and front desk operations in addition to management of channels. Furthermore, revenue management, housekeeping, customer relationship management, and client data management along with reports and data analysis makes for the additional aspects that add to the hotel property management system. Hotel software such as MGS, MARSHA, OPERA, Guestware and Hotelier produces clear communication between the hotel staff and the guest. These tools facilitate easy communication and in this manner, all the departments could be ensured to be working in an effective and productive manner. As per Corgel et al., (2011), Hotel PMS helps in the management of online sales channels of third parties in order to allow for transfer rates and reservation delivery to the hotel system. Hotel PMS provides for the integration of check-in kiosks along with check-out through the use of QR codes. In this manner, Hotel PMS connects housekeeping, reservation, and guest relations management in the hotel industry. A quality hotel PMS provides quality reports of guest experiences with the use of advanced data analytics in addition to maintenance of guest data in order to keep track of the present and past customers post check-out. Thus, in the context of A CRM amalgamated with PMS could assist the front desk team to collect information from guests and store them in an accessible format. Hotel PMS with the introduction of emerging technologies could have the option to integrate those into other systems of technology or have an open API in order to take advantage of it to offer quality service to guests. 





	
Element 2 – Hotel reputation


	As cited by Hammer (2016), hotel reputation is referred to as the perception of the hotel by the customers and this reputation is managed by the hotel administration and leadership through evaluation and review of posting, engaging on social media platforms and reviewing the website of the hotel. The main features of a hotel's reputation involve the location and place of the hotel, personnel, workers, employees and staff of the hotel, gastronomy and marketing. The location conditions entail the availability of communication, incentives for investment and tourist attractions. Hotel employees, workers and staff ensure that services towards the clients are run in a smooth and efficient manner through the use of pleasant communication skills, problem-solving skills and people skills. Therefore, the reputation of the hotel gets enhanced by the quality of service that the hotel employees perform for the employees. High-quality and tasty food in the form of gastronomy increases the hotel's reputation as customers often flock to hotel locations that serve good food and drinks. In this manner, food tourism could enhance the reputation of the hotel. As mentioned by Solomon (2018), hotel marketing provides assistance in reaching out to prospective guests and helps in the promotion of the hotel business. At present, marketing is done through leveraging the use of emerging latest technologies in the marketplace via social media platforms and partnering with local businesses to promote the hotel. The importance of maintaining the reputation of the hotel lies in the fact that it is a way of enhancing revenue by earning the trust of prospective clients in addition to nurturing the association or relationship with past customers. As cited by Wood (2013), the benefits of a good hotel reputation allow for more business opportunities with more clients along with lessened costs of marketing. In addition to this, a good reputation attracts loyal customers and in this process, the hotel could distinguish itself from the competition. Hotel reputation increases hotel brand awareness among the customers which in turn generates increased revenue from the increased number of customers. Therefore, in the context of hotel operations, effective hotel reputation management occurs in the form of staying active on social media platforms, through interacting and engaging with hotel audiences and optimising websites for effective search by the customers. Additionally, a positive hotel reputation also comes from having good reviews while avoiding negative reviews and concentrating on digital media. 






	
Element 3 - Communication 


	As postulated by Tesone (2015), communication refers to the exchange of information by writing, speaking or utilising some medium of exchange. In the context of hotel operations, effective communication is the two-way procedure of exchanging knowledge, ideas, data and findings between the employees and the management and also between the management and the guests in a manner that is clearly understood between the parties. The importance of communication in the hotel industry is significant because it keeps employees engaged with enhanced morale which keeps the workers connected to the hotel organisation. The process of communication allows for easy solutions of problems in a faster and better manner along with the transport of free flow of information in both directions. Therefore, in the hospitality industry the aspect of communication becomes significant as people from various different backgrounds check into hotels and thus, the primary function of communication lies in ensuring mutual understanding and inclusivity and offering clarity to the customers. According to Vallen and Vallen (2014), effective communication in this context becomes important in the management of hotel operations because it enables the improvement of already existing relationships or new connections and associations. Moreover, communication in hotel operations offers inclusivity as both customers and staff members are treated like individuals, communicated and listened to in accordance with their requirements. Furthermore, effective communication leads to increased sales because customers get better informed about the service the hotel is providing along with an increase in productivity as each employee and workers have their roles and responsibilities cut out. For example, customers getting better informed about correct allergen information in the food items are an instance of effective communication between the hotel management and the customers. There are challenges too that exist in the aspect of communication such as language barriers, non-accessibility, demanding customers and closed body language. Well-executed non-verbal and verbal communication also contributes to effective communication as it serves to increase sales for the hotel company by the addition of more customers who got convinced by the communication exchange. As depicted by Tewan (2009), outstanding communication in hotel operations contributes to the enhancement of guest experience as it demonstrates that customers are listened to, and their feedback is valued in addition to fulfilling the expectations. Therefore, communication plays a big role in the effective functioning of hotel operations because articulate communication resolves any miscommunication between customers and employees. 




	
Element 4 - Staffing 


	
As stated by Johnston et al., (2012), staffing in hotels and hospitality refers to the people who are hired to work in a way that makes the match job requirements in certain positions. The importance of staffing lies in the fact that these people clean the rooms along with other areas of the hotel in order to provide the customers with a clean and hygienic environment. As hotel organisations are very labour intensive, thus, in the context of hotel operations, a large number of people are recruited at all levels of the organisation and trained to perform well consistently in their jobs so that the guests could come back to the hotel in order to enjoy the high-quality service once again. In terms of hotel operations staffing consists of housekeeping and the department of maintenance in addition purchasing, accounting and human relations. Housekeeping staff is responsible for maintaining and cleaning the aesthetic quality of the hotel while on the other hand, maintenance is responsible for the supply of electrical equipment like air-conditioning and lighting. The staff of purchasing involves themselves in buying accessories and equipment for hotel operations and the human resources involve themselves in offering recruits needed by line managers in various departments. Accounting staff are responsible for the evolution and development of the system of accounting for the business, gathering financial information and data recording in financial statements. As opined by Vallen and Vallen (2012), effective staffing in important positions in the hotel industry results in higher performance in various departments and maximum productivity. Effective staffing in the hotel industry also involves the promotion of the ideal use of human resources via several aspects in which optimum staffing enhances the morale of the staff workers and job satisfaction. As per Fallon and Rutherford (2010), staffing for the running of hotel operations happens through selecting, recruiting, developing, training and promoting employees in various departments within the hotel premises wherein these people interact and engage with customers in order to help fulfil their demands, needs and necessities towards a pleasant accommodation experience. Therefore, staffing is one of the essential elements of hotel operations in which workers in the hotel contribute towards the efficiency and productivity of the hospitality industry. 
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