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INTRODUCTION 
The field of hospitality and hotel management has become quite complex in the context of the modern business environment in which various external changes impact the success of the business organization (Alexakis and Jiang, 2019). In order to undertake streamlined market operations and ensure business success in a turbulent environment, the existence of a skilled workforce to operate the front desk operations of the business is a key requirement. This report will compile a detailed reflective learning log regarding the various key skills which are required by individuals when it comes to working at the hotel front desk job roles. The reflective log will analyze the skills required using both theoretical analysis and personal reflective practice in order to comment on the skillset requirement which pertains to the complex work undertaken on the hotel front desks. 

1. [bookmark: _Toc136015455]STUDENT JOURNAL (LEARNING LOG) 
According to Micah Solomon, 2016, who is a prolific customer service transformation expert, the front office experience which a hotel provides their guest is the most important facet of hospitality as the number one consideration in the mind of guests is the way in which they will be treated and taken care off by the front desk executive and receptionist (Solomon, 2016). Through my work related internships at hotel front desks such as working at Premier Inn as a front desk executive, I have gained a detailed account of the various skillsets which are required to executive the complex job roles associated with hotel front desks as they are the first touchpoint in a customer’s journey with the services provided by the hospitality organization. 
Since established hotels such as The Premier Inn under their force for good initiative pride their success on the back of providing stellar customer service, the front desk roles skill requirement primarily depends upon the quality of communication skills. The role that proper oral and written communication skills play in front desk roles is quite immense as the way in which the hotel guests are spoken to and cared for upon their arrival on the hotel premises or during their need to get a query solved impacts their overall experience with the hospitality service provided in a profound manner (Wood, 2013).
Another major skill requirement for working on the hotel front desks revolves around competent data entry skills as most hotels ranging from Premier Inn where I worked at to less popular local hotels require front desk employees to either manually or digitally record the details of the guests including their names, addresses identity proofs along with duration of stay and other official formalities and documentation which are very important for hotel and customer service and security. Possessing proper data entry skills helps individuals to properly record customer details as discrepancy in such data can have grave consequences for the hotel and by working at Premier Inn, I was able to polish my digital data entry skills which helps increase one’s ICT proficiency (Anand, Gupta and Gupta, 2023).
	Phone answering skills and etiquettes are also very important for worming at hotel front desks as taking too early might put the customer off guard and picking it late or not picking the call at all can lead to major disruptions in the organization’s customer service. Another major reasons why such skills are required is because customer calls and enquiries on the hotel front desk often serve as the first impressions for the quality of customer service provide by the hotels. By reflecting on my work experiences in hotel chains such as Premier Inn, I have also identified that mail management is also a key skill requirement for modern day hotel front desk job profiles. Taking care of the various mails received from the clients and senior management of the company along with the use of automated and advanced mailing information system are required from front desk executives as such systems are being rapidly adopted by hotels to automate their business processes (Ivanov, 2020).

1. [bookmark: _Toc136015456]CONCLUSION 
The above compiled learning log went into detail regarding the various skills which are required by the front desk job role requirements by modern hotels and hospitality organizations using both reflective account practice and theoretical analysis of hospitality and operations management. Some of the key skill requirements for working at hotel front desks which were identified in the learning log were mail management, proper and accurate data entry skills along with excellent business and client communication skills. It was concluded from the development of the reflective learning log that in order to work at hotel front desks, an extensive skillset requirement which combines both hard and soft skills is needed which reflects the competitiveness of the modern job market







Scenario – 
It is your first day as a front desk associate and your manager has phoned in sick.


		What are you going to do to ensure that the hotel is represented well to guests?	 
Things which I learn from the past experience and my courses of hotel management, I will deploy those knowledge in my actions according to this situation. First thing I will do is that, I dress professionally, by wearing the appropriate uniform or dress code as neat and professional appearance will always work, This helps me in creating a positive first impression and demonstrates the level of commitment to the  professionalism. Second thing I will do is greet guests warmly, As when the guests approach the front desk I will offer a friendly and genuine greeting. In the general operations, I will provide excellent customer service, offer assistance in a courteous and prompt manner is important (Bardi,2010). I will also display knowledge about the hotel while communicating with the customers and able to  provide accurate information to guests and guide them accordingly. Other things which I will do try to do from my end are maintain a clean and organized workspace, handle guest complaints professionally and seek feedback from clients (London Vallen, & Vallen, 2012). 

	How will operations run smoothly throughout your shift?
I will ensure certain things during my shift which are:
Communicate with colleagues – I will maintain open and effective communication with other staff members, such as housekeeping, maintenance, and management. This sudden situation can only be effectively managed by support from the colleagues (Fallon,  & Rutherford, 2010). The effective communication makes certain that everyone is informed and can work together smoothly.
Anticipate guest needs – I will anticipate guests' needs and also addressing them before they ask (Hammer, 2016).. For example, if a guest has a reservation for an early check-in, ensure that their room is ready in advance. This will reduce the issue of guest complaints during my duty.
Be adaptable- In this situation, it is really important and essential for me to stay flexible and adapt to changes as they arise (Corgel, Sturman, MC & Verma, 2011). This may involve managing last-minute reservations, accommodating special requests, or addressing guest complaints. Being adaptable allows me to handle surprising circumstances with professionalism and efficiency.

	Why would you consider your plan being the most effective?
According to me, this plan will work as all the steps which I took are the complete professional approach towards the work of a front desk associate. I am confident because of my experience and knowledge which I gain from the fellow internships and academic learnings in the course. Also, the feedbacks from the clients and my other co-workers in the hotel are positive
	What contingency plan will you put in place to ensure quick resolutions of this scenario in  the future?
Document procedures and process – I will create a comprehensive and up-to-date document which outlines the key processes, procedures, and responsibilities of the front desk associate role. 
Feedback and continuous improvement - It is essential to encourage feedback from the front desk associates regarding any issues or bottlenecks they faced during the manager's absence. Actively listen to their suggestions and ideas for improvement. 
Cross-training – The contingency plan also include, the cross training just to encourage cross-training among front desk associates and other relevant staff members. This will ensures that many team members are known with the front desk tasks and can step in if needed (Johnston, Clark, ShuIver, 2012). Cross-training helps allocate knowledge and skills, reducing the impact of a manager's absence.
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	Running and managing a hotel is not an easy task. Manager needs to take care of the various operations operating in the hotel and ensuring that the operations work in the systematic and effective way. The report consists of the various elements while considering the different elements of operations in a hotel. 
[bookmark: __RefHeading__537_695815301]MAIN BODY
	There are various elements while managing the operations of a hotel, which are stated below:
· Property Management System (PMS): The property management system is a well structured software which provides various facilities for administration and reservation. It helps the hotel employees to perform there important functions like reservations, front office work, housekeeping and facilities, customer data management and payment systems (Shin, Perdue and Kang, 2019). Reservations in a hotel include room bookings, e-payments, booking of activities. Front desk operations include room status, keys management, customer interaction. The operations of channel management determines the system where a manager controls and provide the information related to cost of hotel rooms and other facilities through different channels or medium (Guillet, 2020). The housekeeping management is assigned the operations related to housekeeping within the rooms, location and property maintenance. The data of the customers also needs to be managed while check-in and check-out and further also to be in touch with them through the customer data management system. The payments and expenses of the hotel are important aspect in order to study the profitability of the hotel. To measure the profitability it is compulsory to maintain the proper record of the payments through a system and analyse them with the revenue earned with proper techniques and strategies(Nam and et.al, 2021). 
· Hotel Reputation: The techniques and the way of management of hotel's operations represents the reputation of a hotel. Also, hotel reputation composes elements like location where is it, employees working in it, marketing and its gastronomy. The reputation of a hotel can be impacted through various online sites or social media. To manage the reputation the managers consistently  works on generating the positive reviews for the hotel, its ambience and its services (Ray, Garain and Sarkar, 2021 ). While working on generating the positive reviews from the customers, the mangers must always check the online reviews on timely basis. With the help of internet, consistent monitoring and its advantages should be analysed. Various tools can be used to monitor and control the online portals and blogs related to hotel. The managers should reply back to the comments as it shows the positive and active nature of the team. Also, it shows that management is not afraid to respond to the negative comments and can please the customers online also (Perez-Aranda, Vallespín and Molinillo, 2019). The reputation of a hotel is determined by the technology it is using. A hotel should always aims at taking the advantage of the new and updated technology and attract its customers through upgradation and innovation in the hotel and in its management (Khan, Khan and Bodla, 2021). 
· Communication: To build a proper and effective management and run a hotel with proper system while considering its reputation it is important to manage and perform each and every activity of the hotel in a proper method. To develop and complete the activities in a proper method the communication in the company must be strong. Effective and well established communication techniques helps in achieving proper co-ordination and timely management of the activities. The elements of communication includes the target audience, message, outcomes, a well established medium and a messenger (Kapoor, Balaji and Jiang, 2021). Audience hold the power as the message of communication is directed towards them. Context defines how the communication will happen in the hotel. It includes the relationships and events that holds the importance in the message. Outcome is how the audience gets the message. The manager should always try to provide a clear and specific message so that it is easy to understand and misunderstandings can be minimized. Media is the way or the channel through which the communication will happen. The messenger is the person which is the source of the communication with the status and power. The effective communication includes the above elements and helps in effective and efficient working in the hotel (Gil-Soto, 2019). 
· Staffing: Staffing is the main function of the operations happening in the hotel which ensures the success. Staffing as an operation in the hotel means recruiting the employees while checking and evaluating the knowledge and skills they poses before offering them the job according to their skills. It is a very specialized filed of work where the human and their skills are studied by the managers of the hotel ensuring the various jobs are filled with the employees (Darras Barquissau, Pett and Fontan Sers, 2023). The various elements of staffing includes recruiting, selection of employee, induction in the hotel, training and development of the employee. Recruitment states a process where identifying, attracting and identifying the employees with various skills are done. Selection is the process done after recruiting which defines the selection of the potential employee in the hotel. After selection, the employee is introduced in the hotel and induction is done. With the various skills the employee poses, training is provided to the employees according to the position he/she is hired for. The employees always aims at their development through the work and training provided in an organisation and aims at achieving organisational and individual goals. These all elements total consists of the various operations conducted while doing staffing within the hotel (Ushakov and et.al, 2020.). 
1. 
1. [bookmark: __RefHeading__539_695815301]CONCLUSION
	From the above report it can be concluded that running a hotel as an organisation is huge concept where variety of operations take place. The operations or the activities absolutely depends on the employees and the management of the hotel. While completing the operations in a hotel various elements are taken into considerations. The main operations in the report states the various elements of the property management system, reputation of a hotel, communication within the employees and different levels of management and the staffing activity of the hotel. Hence, the above report defines the major aspects of hotel operations. 
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