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[bookmark: _heading=h.gjdgxs]Description:
 This learning log is based on the role of the receptionist internship and the challenge and action plan for more experience.
A reception duty in a hotel is very responsible and needs energy on that basis for the visitors and guests to stay in the hotel. Hotel management needs great staff with knowledgeable skills and pleasant manners also confidence. The receptionist desk is notable for customers because it is visitor-facing and the first impression comes from there. It is essential to work very interactivity.
 The receptionist should have to be very punctual and active in their role and deal with the visitor in a happy mood (Pathak, et al., 2021). I have applied to the internship program at the Hotel Marriott and it was a life-changing experience for me that gives me a practical approach to my field of studies. Although my internship experience includes all reception duties such as greeting visitors, answering questions about what the hotel offers and the surrounding area, dealing with bookings by phone, e-mail, letter, fax, or face-to-face talking with visitors, and the urgent duties that my managers assigned me, I had been appointed there to recover all going situations. 
When I went to the hotel, there I was given many duties as a receptionist or front desk, at this time supervisor explained the basic information and administration rules. I have trained about all hotel facilities. Even learned about the software system (OPERA) the benefit and purpose of that. After COVID -19 and development using technology and property management system become very useful for hotel industry .Because it is easy to install and merge with other different tools also able to access other branches all the time to get more information regarding business and customer reviews.

Feeling:
During the operation, I was excited to gain more knowledge and information regarding administrating duties. Furthermore, my effort was to make an amazing experience for guests and visitors. Also having a pleasant personality and being positive toward customers was my priority. I believe that all the nice characters in the hospitality sector create special times for them.  I performed to use my ability to coordinate with other staff and customers also to be beneficial to them. For instance, I helped them to carry their luggage or reserve a taxi. When I was at the front desk   I tried to speak clearly during the phone calls because it is essential to communicate the ideas all through telephone calls. As noted previously, effective communication at the reception has become a difficult task. For this purpose, I have the maximum quality, avoiding incoherence, speaking too quickly, or going to speak at an unseemly volume. This prevents misconceptions between me and my guests. That’s why I thoroughly verbalise my words so that the visitor should not waste time figuring out what is said in the conversation. It is critical that I do it even throughout the conversation.
 Moreover, during the work consider all requests, facilities and customer satisfaction. However, Marriot hotel uses very modern and competitor software called OPERA.
This system is very beneficial to check balances transfer, arrival, and departure and also very useful for other organisation such as housekeeping, food and beverage and reservation.
[bookmark: _GoBack] The modern OPERA system is impact the profit and effective for business improvement.

Evaluation:
[bookmark: _heading=h.1fob9te] There was a major issue such as missing the phone calls, for this purpose I and my other team members have overcome such a situation. For many days the hotel was experiencing fewer customers because the previous receptionist was not performing the task perfectly and he was missing urgent calls such as VIP customers' calls which can increase the high rating of the hotel. When hotel management analysed the previous situation it was not only the old receptionist's fault but it was mainly due to the lack of receptionist training and the corona pandemic issue that why the visitor’s arrival was going on the decline and that also affected the hotel’s sales and revenue. Thus, this can cause a serious turnover rate. For this purpose, I have planned with other team members of staff about what should be the action plan for this situation that can also improve our learning.  
[bookmark: _heading=h.3znysh7]	First of all, the hotel management gave us the necessary training session to be a hotel receptionist as calculated by the hotel's standards. Small, local hotels may only require one day of training, whereas larger, upscale hotels may necessitate up to 36 weeks. Where I analysed that training is typically a mix of hands-on experience and computer courses in areas such as guest security, fire alarm systems, guest services, computer basic competence, and dress codes (Cahyadi, 2022). So, I also worked for this, as I had completed different computer courses in my degree program earlier so it was not much difficult for me, and for further requirements I had viewed different YouTube videos. In this session, my team and I worked collaboratively and explained things to each other.
[bookmark: _heading=h.2et92p0]

Action Plan:
[bookmark: _heading=h.tyjcwt]	My team members and I had high responsibility because the aim was increase the profit after COVID -19. So we should be very responsive toward the main goal. As a receptionist, I had Frontline workers are typically recruited for their good communication skills and I had developed this skill earlier that’s why it was not much difficult for me. The training program from the hotel explained that responding to professional calls is not the same as answering personal calls. In addition to this, it is easy to get confused and may say these things to your customer as you would say to your best friend or mother. That’s why the phone calls etiquettes are very important and hence I have taken a strong action plan to overcome this crucial circumstance. Following are the techniques to handle phone calls easily. 
We had instructed that whenever we had guests we had to start the speech with a greeting and a pleasant and beautiful impression. So, we applied this practice in the action plan. First, I should have some greetings that made the guest happy and comfortable while their inquiry. And if there were any complaints regarding hotel service with the visitor or if the guest had relaxed and calm.
[bookmark: _heading=h.3dy6vkm][bookmark: _heading=h.2s8eyo1]Conclusion
	As a receptionist, I worked hard to polish my hospitality skills. Although I am a hotel management student, if I haven’t done any practical work, it would be very difficult to perform my duties. My hotel management seniors were very helpful to me and guided me in each operation of visitor handling procedures, making me able to get the best job in a famous hotel with a market-competitive salary. It is critical that I do it even throughout the conversation. That is why I had worked as an active listener which involves having to hear everything they have to say and basing my response on their comment threads rather than following a script. This demonstrated to my callers that I will be present and understand their feelings of frustration. For this purpose, I had taken notes and taken recommendations from my team members. Analysing how to be accurate and patient during work time and any mistake cause a problem.
  So, in conclusion, the practical approach to my working field is very necessary and always worked hard toward this.  
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