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[bookmark: _Toc156907680]Introduction
Hotel management is emphasising to develop hotel administration to improve guest service and experience. Employees in the hotel play significant roles performing in diverse roles in the hotel industry. The front office in the hotel is responsible for providing guests with adequate information and hotel facilities. The front desk manager communicates with the guests provides quality care and solves their issues in the hotel instantly (Edghiem and Mouzughi, 2018). This work will discuss the roles of front desk managers in the hotel and the impact of developing professional skills and experience. It also discusses the improvement of students like me to enrich their professional knowledge and skills.
[bookmark: _Toc156907681]Reflection on Personal Development and Experience 
[bookmark: _Toc156907682]The front desk manager is responsible for welcoming guests and ensuring their reservation in the hotel. As a front desk manager, my first task is to provide adequate information to the guests about the hotel's products and services. After that, I have to ensure their reservation in hotels and handle other services as required. The administrative tasks in the hotel are also done by the front desk manager. Online booking, reservation and collecting payment from the guest are also responsibilities of the front desk manager (Causin and Ayoun, 2017). The front desk manager is also responsible for settling the complaints and feedback of the guests to comprising with the given services. As working as a front desk manager at Marriott International, I have a complete understanding of the roles and responsibilities done by a front desk manager to improve guest engagement. I have improved my communication skills to communicate with the guest properly and solve their issues properly. My experience in dealing with guests and online booking as well as collecting payment is enhancing over time (Sigala and Baum, 2016). I have enriched my experience in managing this diverse role as well as settling the complaints of guests. I have improved my interpersonal skills to perform in this role to provide the best experience to the guests in the hotel. By gathering these experiences in these diverse roles, my professional journey will be more successful. I will have to work with adequate knowledge about the proper guest service and enrich my career development. This experience will help me to solve problems and issues and problems of guests appropriately. 
Analysis of Work-Based Skills and Technical Knowledge 
Hotel management offers the best experience for the guest with their effective communication systems and quality hotel services. To improve the hotel service, the employees should improve their skills and knowledge to provide quality service for the guests. The front desk manager plays a significant role in improving the guest experience by solving their issues and ensuring smooth hotel service (Hartline and Jones, 2018). He is responsible for communicating with the guest adequately and solving their problem to ensure an excellent experience in the hotel. The work and technical skills of the front desk manager are given below:
Communication skills: The front desk manager should communicate with guests to meet their demands and provide adequate facilities to improve their experience (Valverde and Ryan, 2016). He also provided warm welcoming service to the guest with adequate information.
Management skill: He also handles the administrative activities of assigning home service, catering and cleaning facilities for guests (Kay and Russette, 2016). It also resolves the problem of guests instantly. It also enhances the professionalism of working in the hotel industry.
Problem-solving skill: The front desk manager has to develop adequate cognitive and analytical skills to solve the problems of the administration as well as guests (Nicely, 2016). It also emphasises developing guest service and providing them smooth experience.
Multi-tasking and time management skills: A front desk manager has to perform his duty as well as manage guests. He also handles the online booking and payment service. For this dynamic role, he has required punctuality and a multi-tasking ability to perform better (Peters and Buhalis, 2015). 
Flexibility and adaptability: The front desk manager communicates with diverse guests who come from diverse backgrounds (Edghiem and Mouzughi, 2018). He has to communicate with them flexibly and adapt their culture to communicate properly. He has to be good at stress management and diverse language to perform better. 
Technological skill: The front desk manager has to handle online reservations, payment and guest service. The proper technological knowledge to handle those issues and data management skills should be required for this position in the hotel (Turner, 2020).
[bookmark: _Toc156907683]Reflection on Organisational Issues
[bookmark: _Toc156907684]A front desk manager plays playing significant role in improving guest engagement and convincing them to book the hotel. Adequate interpersonal skills and communication efficiency are facilitated to enhance guest retention in the hotel. Marriott International is considered one of the largest hotel chains in the world. It provides supreme quality service and hotel products for guests with a skilled and experienced workforce. As a front desk manager of this hotel, I have to prepare to handle the complaints and feedback to ensure the quality of hotel service for customers. In solving issues in online payment and booking systems, the front desk manager plays playing significant role in communicating with guests to inform them about the inconsistencies in online hotel service (Peters and Buhalis, 2015). They should explain about this online service to convince the guest to make cash payments instead. Due to inconsistencies in the server and online platform, they convince the guest to provide a cash payment to avoid further hassle. Effective communication and problem-solving skills of the front desk manager help to convince the customers and handle other administrative services. The performance of the hotel is reflected by the excellent performance of employees in the hotel. Employee engagement in the hotel improves the dedication and working environment of the hotel which helps to provide the best experience to the guests. To prevent communication gaps and responsibility issues, management should implement scientific management theory to distribute the roles of the employees in the hotel (Sigala and Baum, 2016). It should emphasise developing employee engagement and developing their skills to improve the services. It also emphasises to develop of stress management and adaptability skills among employees to handle working pressure. For solving the complaints of guests and comprising the feedback the management should require an efficient front desk manager to solve these issues. He also facilitates adequate guest service and administrative management of other roles.
Future Action Plan of Front Desk Manager
In the hotel industry, front desk manager is considered a diverse role that needs continuous improvement to enrich professional skills. The main duty of the front desk manager is to welcome guests, provide adequate information about hotel service and facilitate reservation and room keys (Hartline and Jones, 2018). For performing these activities, he should improve his competencies to adapting the challenges of this role. The front desk manager is developing strategic planning to develop his word-based skills as well as technical skills. A six-month development plan for the front desk manager is given below:


[bookmark: _Toc156907700]Table 1: Six-month Development Plan for Front Desk Manager
	Objectives
	Action Plan
	Timeline

	Efficient Communication 
	Develop listening, speaking and guest engagement to communicate precisely. It also develops interaction between guests and managers adequately.
	1st Month

	Interpersonal Skills 
	Improve cognitive, analytical and leadership skills in the is diverse roles (Valverde and Ryan, 2016). It also emphasises to develop problem-solving skills
	2nd & 3rd Month

	Teamwork 
	Integrated the management responsibilities to emphasise teamwork to improve guest service (Stead and Evans, 2020). Provide home service, catering, and cleaning as a team. 
	4th Month

	Guest Service 
	Respond quickly to guest complaints, enabling the solution to settle the issues (Turner, 2020). It also enhances the accountability of the front desk manager
	5th Month

	Technological Skills
	Adapting technological skills to develop digital platforms and online services to manage online booking, payment and reviews.
	6th Month



[bookmark: _Toc156907685]Conclusion
This learning log provides adequate insights into the roles of front desk managers in hotels. It also provides a better understanding of the required skills for this dynamic role in the hotel (Kay and Russette, 2016). Working as a front desk manager in a well-known hotel, my experience and professional knowledge have improved significantly. I have applied my experience to develop the standards of guest service and improve technical operations in the hotel. It also improves my professional skills and knowledge to enhance professionalism and efficiency in this dynamic role. 
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