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	This learning log is to show the opportunity I had to gain experience at Premier Inn, while I was working at the front desk. Having the crucial role of being the first point of contact for visitors, allowed me to understand the importance of possessing the right set of skills and knowledge to provide exceptional customer service. Through my research and practical experience, I discovered that good customer service, system operating skills, problem- solving are the key abilities needed to excel at the hotel front desk (Berezina et al., 2016).

Working at the front desk of the hotel, I realised that customer service, play a vital role in ensuring guests have a satisfying and memorable stay. Politeness, empathy, and responsiveness to guest’s needs are essential to customer service skills that front desk staff must possess (Kusluvan, 2013). According to Berezina et al., 2016) Effective customer service contribute to brand awareness, increased customer happiness, increased bookings, and positive online reviews.

One of the most important customer service skills I observed is the ability to welcome guests with a warm smile and a positive attitude, this skill sets the tone for the entire guest experience. 
According to Marriott International (2023) systemise the importance of customer service and staff friendliness. Additionally, providing guests with useful information about the hotel's services and the surrounding area is crucial for ensuring their needs are met (Woods & King, 2017).

I discovered that going above and beyond in customer service can have a significant impact on how well guests are treated. For example, when a family with a disabled child checked in, they requested a spacious room to be able to set up the special gear they needed. I had the opportunity to show the rooms before checking them in them to try accommodating them the best way possible.  In this instance I was recalling how The Ritz-Carlton, is known for the personalised approach towards they guest and follow set rules they implemented "The Credo." which ensures they deliver the highest standards to the customers (The Ritz-Carlton, 2023). This means that front desk staff must be proactive, and responsive to guest’s requirements in order to create a truly exceptional experience.

In addition to customer service skills, I recognised the importance of technical skills for front desk employees. During my placement I had the chance to explore Premier Inn booking system and see it first-hand how technology plays a significant role in the hospitality sector, and front desk staff must be proficient in handling various hotel software and equipment’s. Payment systems, as well as reservation systems, is crucial for efficient front desk operations (Woods & King, 2017). Troubleshooting technology problems is also an essential skill for front desk staff to ensure smooth operations and review management. Marriott International, for example, has implemented technology tools such as a global learning management system (GLMS) to provide training and development opportunities for they employee’s (Marriott International, 2023). This highlights the growing importance of technical abilities for front desk agents, to succeed in their careers and adapt to the changing in the industry.

Effective communication techniques, such as active listening and using positive language, proved valuable in making visitors feel heard and valued (Kusluvan, 2013). By actively listening to guests, I was able to understand their concerns and provide relevant solutions when the guest was not satisfied with the check in time. I suggested if they don’t want to pay the additional fee, they can go to visit a local attraction, which ultimately leading to a pleasant guest experience in the area.

Furthermore, I realised that time management techniques, such as prioritising activities and assigning duties, are essential for efficiently managing front desk responsibilities and ensuring all guest demands are met on time (Woods & King, 2017). Prioritising tasks enables front desk staff to address urgent issues promptly, preventing them from escalating into bigger problems.

I have come to realise the reasons behind the success of hotels that place a strong emphasis on providing excellent customer service in the highly competitive hospitality industry. According to the research by Hartline and Ferrell (2013), these hotels gain a distinct edge over their rivals. It is evident that the presence of capable and knowledgeable front desk personnel plays a pivotal role in upholding elevated levels of guest happiness and fostering loyalty. The experience I gained from my studies helped me to observe real-world scenarios, I was able to improve my performance and effectively cater to the needs of the hotel's visitors. As I look ahead to my future career, I now understand the significance of possessing these vital skills in order to ensure an outstanding guest’s satisfaction and contribute to the long-term success of the hotel I will be a part of.
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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 warmly greet visitors at the reception with a genuine smile and a positive attitude.

	I will ensure smooth guest check-ins and check-outs, by diligently keep the front desk area tidy and well-organised.
	This approach will bring positive results as it embraces a proactive and collaborative mindset, ensuring that customers receive exceptional service.
	Implementing employee cross-training ensures a reliable presence at the front desk even in the absence of a manager, this will guarantee good operations.

	I will practice active listening in ensuring that visitor’s needs and concerns are thoroughly understood and promptly resolved.

	By handling guest reservations to prevent any instances of overbooking or missed reservations.
	I can take proactive measures To Address any remaining issues and make necessary improvements to elevate the guest experience.
	Fostering consistency and professionalism across the team by creating a training plat.

	By engaging with guests in small talk to create open communication.
	Ensuring guest satisfaction is a top priority, and to achieve this, I will create a friendly atmosphere by following up with small talks.
	I aim to resolve problems efficiently to create visitors a content their stay.
	Creating a training plan to staff to inform them about prioritising guest needs ant the importance of that.

	Maintaining the hotel's efficient operations by ensuring all rooms are well functioned and clean.

	I will actively collaborate with other staff members, including housekeeping and maintenance teams.

	
	Working in a team we can create a seamless guest experience and uphold the overall functionality of the hotel.
	Ensure good interdepartmental communication to ensure all facilities and amenities are in good working order. 

	Keeping in mind to remain consistent during the day. 

	Checking trough, the daily task and listing them up, by priority.
	By doing that I will ensure no task is left undone.
	I will empower front desk staff to make certain decisions in taking an extra step to ensure guest are satisfied.



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)


	The utilisation of PMS in hotel operations offers several advantages, including increased efficiency, reduced errors, and improved guest experiences. Property Management Systems (PMS) are integral to the efficient functioning of hotels, automating a wide range of activities which includes reservations, check-in, room assignments, housekeeping, restaurant booking, check-out, contractors or booking (Fernandes, 2018).

One of the significant benefits of PMS is the ability to gather visitor information and preferences, allowing for personalised guest experiences (Fernandes, 2018). This information can be utilised to tailor services and amenities to meet each guest's specific needs, thereby enhancing overall satisfaction. PMS provides real-time data and analytics, enabling informed decision-making (Fernandes, 2018). Access to up-to-date information on occupancy rates, revenue, and guest preferences empowers hotel managers to optimise operations, allocate resources effectively, and identify areas for improvement. Implementing a PMS is essential for review management creatin competitive room rates and also to increase the revenue of the hotel (Hayes & Ninemeier, 2017). By automating tasks and streamlining operations, hotels can focus on delivering exceptional service to guests.
 Furthermore, a PMS contributes to a competitive edge by improving operational efficiency and effectiveness (Kimes & Wirtz, 2016). This ultimately leads to higher levels of customer satisfaction and loyalty, which are crucial for the success of hotels in the industry.

In conclusion, Property Management Systems play a vital role in hotels, offering benefits such as increased efficiency, personalised guest experiences, and informed decision-making. Implementing a PMS improves operational effectiveness, enhances customer satisfaction, and provides a competitive advantage.

	
Element 2 – Hotel reputation


	Maintaining a positive hotel reputation is a crucial aspect of effective hotel management (Tessone, 2013). The reputation of a hotel refers to how guests, employees, and other stakeholders perceive the establishment, and it can have a significant impact on revenue and long-term success.

Various factors can influence a hotel's reputation, including the quality of service, cleanliness of facilities, location, pricing, and online presence (Tessone, 2013). These elements collectively contribute to the overall perception of the hotel by potential guests and can significantly influence their decision-making process. Research conducted by Kandampully et al. (2015) emphasises the importance of a hotel's reputation in fostering customer loyalty. According to the study, it was observed that customers tend to prefer hotels with a positive review, as it connect a sense of trust that they will receive exceptional service and enjoy a pleasant stay. Consequently, hotels bear the responsibility of proactively cultivating a favourable reputation and brand image by consistently providing high-quality service. This includes actively addressing customer feedback and suggestions, as well as engaging in meaningful conversations with guests through social media platforms. By actively monitoring and responding to customer reviews and comments, hotels can demonstrate their commitment to customer satisfaction and show that they value guest feedback. Additionally, actively participating in social media conversations allows hotels to connect with guests on a personal level, build relationships, and showcase their dedication to providing exceptional experiences. By actively managing their reputation through these means, hotels can attract more customers and foster a loyal customer base.
By prioritising customer satisfaction and continuously striving to meet and exceed guest expectations, hotels can enhance their reputation and attract more bookings (Kandampully et al., 2015). Positive word-of-mouth recommendations from satisfied guests can significantly contribute to the establishment's success.

In conclusion, a hotel's reputation is a critical aspect of effective hotel management, influencing guest’s decision-making and overall revenue. By focusing on providing high-quality service, addressing customer feedback, and actively engaging with guests, hotels can build and maintain a positive reputation that leads to increased customer loyalty and long-term success.

	
Element 3 - Communication 


	Effective communication plays a vital role in hotel management as it promotes teamwork, coordination, and enhances the overall guest experience (Choi, 2014). It is not only essential within different departments of the hotel like maintenance, restaurant, and housekeeping but also between other staff members and guests.

According to O'Neill & Mattila (2014), effective communication through channels such as social media allows hotel managers to engage with guests, respond to their comments, and address any concerns promptly. This fosters a sense of connection and demonstrates the hotel's commitment to guest satisfaction. Choi (2014) highlights the significance of active listening in hotel communication. Staff members must attentively listen to guest’s needs, concerns, and preferences to provide personalised and exceptional service. Engaging in empathetic and responsive listening builds trust and enhances the overall guest experience (Berezina et all., 2016). Clear and concise communication is crucial in conveying information accurately. Hotel staff should ensure that their messages are easy to understand, avoiding complex jargon and utilising plain language. Clear communication minimises misunderstandings and ensures efficient service delivery. By adapting positive body language employees can show a better understanding and emphasising of guest needs (Choi, 2014). Multilingual skills are valuable in a hotel setting. Staff speaking multiple languages can effectively communicate and connect to guest from diverse cultural backgrounds, enhancing inclusivity and facilitating meaningful interactions. Prompt and timely communication is essential in addressing guest inquiries, requests, and complaints (O'Neill & Mattila, 2014). Staff members should respond promptly, demonstrating attentiveness and a commitment to resolving issues in a timely manner. This enhances guest satisfaction and fosters a positive perception of the hotel.

The key elements of communication in a hotel include guest engagement and feedback, active listening, clear and concise messaging, non-verbal communication, multilingual skills, and timeliness and responsiveness. By prioritising these elements, hotels can establish strong guest relationships, deliver exceptional service, and maintain a competitive edge in the hospitality industry. 


	
Element 4 - Staffing 


	The study conducted by Okumus (2013) supports the significance of having a competent and content workforce in the hotel operations, by investing in staff onboarding, training, motivation of staff members. Hotels can improve their service quality, meet guest expectations, and ultimately achieve higher levels of guest satisfaction and loyalty.

Having a knowledgeable and well-trained staff is crucial for efficient and effective hotel operations. Staff members should possess in-depth knowledge about the hotel's services, facilities, and policies to provide accurate information and meet guest expectations. Training programs should be implemented to enhance their skills and keep them updated with industry trends. Motivated and contented staff members are more likely to deliver exceptional service (Jones 2016). Hotel managers should prioritise employee satisfaction by fostering a positive work environment, recognising their achievements, and providing opportunities for growth and development. Motivated staff members contribute to a positive guest experience. Hotel staff are responsible for delivering a memorable experience to guests. They should possess excellent interpersonal and communication skills, providing warm and personalised interactions. Staff members should be attentive to guest needs, go the extra mile, and handle any issues or complaints promptly and professionally (Okumus, 2013).

Efficient hotel staffing involves recruiting knowledgeable and well-trained staff members who are motivated and satisfied in their roles. By prioritising training, fostering motivation, and delivering exceptional service, hotels can enhance the overall guest experience. 
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