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The present module revolves around Hotel Administration and Front Office management. This learning log will document various skills requirements from a hospitality professional in a hotel's front desk. The journal will also include personal reflection on front-office experiences and the application of various theoretical knowledge within the hospitality industry.
Teamwork
Workforce collaboration remains vital in front-office service delivery in a manner that creates satisfaction and meets guests’ expectations. While undertaking this course, I have come to appreciate the importance of teamwork in the front office given the nature of involvement. As Hai‐yan and Baum (2006) illustrate, teamwork plays a vital role in enhancing collaboration between subordinate staff and the hotel's top management. In high school, there are many instances where I participated in group work. Based on my experience, I came to learn that teamwork not only promotes division of work but also improves group performance. Therefore, teamwork remains important in the hotel front office desk as it enables efficiency among front office staff. This skill also promotes a positive work environment and improves guests' experience through quality service delivery (Hai‐yan and Baum, 2006).
Computer skills
According to Bardi (2021), technology has become the centre of focus in hospitality as businesses strive to improve efficiency and guest experience. For instance, hotel bookings, dinner reservations, hotel check-ins and check-outs and hotel reviews are all available online (Bardi, 2021). Given that the module has exposed me to digitisation in the hotel industry, I have come to appreciate the need for computer skills among professionals in the hotel's front desk. As an individual, I have already done my packages in computer proficiency, that is, I have acquaintance with Microsoft Office, Point of sale programs and general computer operation. My computer skills will greatly give me an advantage in my role as a hotel front office staff to offer professional guidance and assistance to the guests.
Problem-solving skills
Apart from checking into a hotel, guests also engage the front office when they face technical issues and challenges within the hotel. This module has helped me realise the importance of guests being equipped with problem-solving skills. As a scout member in my teen, we embraced problem-solving skills by making our environment and those around us not only comfortable but also feel safe. According to Furunes (2005), problem-solving skill is part of interpersonal skills that promotes convenience to guests. In other words, the ability of the front office to offer timely solutions to the guests not only improves their confidence in the hotel but also seals their loyalty to the hotel (Furunes, 2005). Therefore, problem-solving skills will greatly apply to my role in the front office by helping guests and making them get satisfactory services.
Active listening
Front office operations majorly entail communication which includes active listening. Active listening entails the use of different communication signals to engage staff and guests. According to Min, Lim and Magnini, (2015), active listening remains an important skill in hotel management as it helps in considering the needs and instructions of the guests. As a scout member, I have used active listening to take instructions from my scout leaders and cooperate with my peers. Therefore, this module has been resourceful in revealing to me the importance of active listening in promoting team cooperation and addressing the needs of the guests. In my future role as front office staff, I am likely to incorporate active listening in engaging guests to determine their needs and help them get the required help. As Min, Lim and Magnini, (2015) assert, active listening not only helps in addressing guest's complaints but also makes them feel respected and valued.
Stress management
During peak seasons, hotel front desks have numerous activities that can bring out both destructive and constructive stress. According to Stacciarini and Tróccoli (2004), constructive stress refers to stress that encourages an individual to do more while destructive stress causes burnout and negatively impacts health. I have never worked or volunteered in a stressful environment; however, front desk employees do engage in many activities creating the need for stress management skills. In some situations, guests might be demanding, or the work may be overwhelming, hence the need for front desk employees to adopt the right mindset to absorb these shocks (Wen et al., 2020). This module has helped me acknowledge the importance of being able to stay calm and execute my mandates regardless of the disruptions in the work environment. Generally, stress management will be of importance in the future work environment as it will enable me to prioritise tasks in order of importance.
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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 a quick resolution of this scenario in the future?


	In my acting capacity, I would first convene a meeting with the front office team and inform them of the manager’s absence. The briefing will also inform them of my acting capacity and assure them of a smooth continuance of service provision to the guests during the shift.
	It will be my role to remind the staff to adhere to the hotel's service delivery guidelines and maintain an elevated level of professionalism as they interact with the guests.

	This plan is considered the most effective because it is guided by workplace ethics and professionalism.

	Embrace effective communication within the department by using the most effective communication channel. For instance, the use of internal email to pass vital information.

	I would also carry out the headcount of the front office staff and ensure that every employee is prepared to offer services to the reporting and departing guests. This will ensure that all service counters have front desk personnel.
	I will ensure smooth operation throughout the shift by enduring that front desk personnel occupy all the service counters all the time.

	This action plan would be the most effective given its emphasis on employee commitment towards quality service delivery to the guests.

	Introduce electronic signing into the department to enable effective workforce management (biometric login)

	I would also lead the front desk team in taking stock of available rooms and very if they match the number of available rooms presented on the hotel's website.
	Smooth operations will also be ensured through open support and responsive assistance to guests' needs and concerns.

	The action plan promotes workplace collaboration in service delivery.

	It would also be appropriate to take the staff through training seminars to expose them to workplace leadership and make them more responsible even in the absence of top leadership.

	To ensure a smooth transition from the absent manager, I will make a call and consult on any previous reservations that may not be within the PMS. This will ensure that pending reservations are given priority.
	I will also seek advice and assistance from the absent manager on areas of technicalities and work with the front desk team to provide solutions.

	The action plan also embraces open communication and consultation among employees and top management of the hotel. In other words, the plan would be effective because it allows smooth information flow.

	In the future, it would be recommended that the organisation creates the position of the assistant front office manager to leave no leadership vacuum within the department.

	I will also ensure that the front office team are well groomed, can be easily identified by guests and remains responsive to guests as they arrive in the hotel.
	I will also ensure smooth operation during the shift by maintaining an open communication channel with the front office team and the absent manager.

	The action plan is also considered effective given its use of customer centred approach, that is, it focuses on service delivery to customers or minds guests’ welfare.

	In the future, it would also be recommended that the organisation upgrades its PMS to offer self-service to guests.
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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 Martijn (2019), a property management system (PMS) refers to software that helps hospitality businesses successfully and effectively execute administrative and reservation activities. PMS is mainly used in managing reservations, front desk operations, housekeeping, payment processing and occupancy management. Generally, the PMS has wider application in facilitating major hotel operations in the hotel, that is, both external and internal operations (Commey et al. 2023). PMS has continuously become the focus in the management of hotels and some of the required elements include:
Reservation
A PMS feature should be able to help guests make bookings or reservations and allow hotel employees to access booking information. In other words, a reservation module is important in helping hotel employees know the number of rooms booked across the hotel property even in hotels with multiple properties in different locations (Martijn, 2019). Through the central reservation system (CRS), the PMS allows employees to access and share data and information on reservations within different hotel departments (Martijn, 2019).
Front desk operations
This module is vital in helping the front office workers access and update reservations that match the demand from the guests (Martijn, 2019). For instance, the front office helps with the check-in and check-out of guests. Additionally, the front office processes payments and this is sometimes made easier through technology integration to offer self-service services (Martijn, 2019). The front office in hotel management also helps in checking room status, key management, room audits and in-room controls (aspects such as remote control of light and AC).
House Keeping
The housekeeping module in PMS provides a link between the housekeeping department and the front office (Tran, 2016). The main aim of the housekeeping module is to ensure the rooms are clean before they are updated in the main database and declared ready for use by the front office (Tran, 2016). The module also keeps a record of repair activities and possible disruptions within the hotel and updates the main PMS database.
Customer Relations management
This module makes it possible to collect and store guests’ data and facilitate communication that ensures customer loyalty. The module has multiple integrations with other departments to ensure that guests are continuously updated on hotels’ activities (Martijn, 2019). For instance, the module can be used to market hotel discounts to the customer as well as collect data on customer experiences to inform future adjustments (Orantes-Jiménez et al. 2017).

	Element 2 – Hotel Reputation

	Lai (2019) defines hotel reputation as the image of a hotel in terms of service delivery to the guests. It entails guest engagement through social media platforms, regular posting and monitoring of the hotel's image on review sites (Lai 2019). Some of the important elements of a hotel's reputation include:
Review generation
Customers tend to remember both bad and good experiences and rely on the experiences to inform future service or good consumption. This makes it important for hotels to make sure that customer service perceptions are matched with the actual hospitality services (Yieldplanet 2018). Review generation, therefore, becomes a vital element of a hotel's reputation as it gives a hotel a good image in terms of positive reviews on sites such as HolidayCheck, TripAdvisor and other social media platforms such as Facebook, Instagram, Twitter and TikTok among others (Yieldplanet 2018). Positive reviews are likely to boost customer loyalty, influence referrals and inform repeat service purchases Mo et al. 2015). On the other hand, negative reviews are likely to shift customer loyalty and chase potential customers (Mo et al. 2015).
Monitoring and analysis of reviews
The use of internet monitoring tools is also encouraged as a way of monitoring how guests' feedback continues to influence the hotel’s reputation. The tools provide notification to hotel owners about reviews and allow timely responses to customer sentiments and comments (Yieldplanet 2018). Additionally, the use of internet tools allows hotels to generate reports from the review and have a vivid track of the hotel's reputation.
Implement guest suggestions
Reputation reports on customers’ feedback can be used to inform change within a given hotel (Schultz, and Werner, 2005). For instance, reviews that inform the hotel management of the lack of bathrobes, clean rooms or noise disturbance can initiate change within the hotel. Ideally, addressing noise complaints or the purchase of new bathrobes may not be expensive but protects the reputation of the hotel since customers are likely to view the hotel as responsive to guests’ needs.

	Element 3 - Communication 

	Communication in the hotel environment entails passing and making meaning out of shared information (Kapur, 2020). Some of the communication elements in a communication cycle include:
Source
This refers to the individual who initiates the communication or the sender (Kapur, 2020). In a hotel environment, communication can be initiated by either the guests or the front office staff.
Message
This is the information intended to reach the receiver as illustrated by Kapur, 2020 p. 17). Therefore, the message is required to be clear and brief such that it does not create confusion or distort communication.
Channel
This is the medium or method used to pass the message from the sender to the final receiver (Kapur, 2020). In a hotel environment, message transmission is physical through networks and telecommunication devices. Some of the popular channels used within the hospitality industry include emails, the Internet, phones.
Receiver
This is the targeted destination of the message within the communication cycle (Kapur, 2020). In a hotel environment, the receiver can either be the targeted guest or a hotel employee.
Feedback
As illustrated by Kapur (2020), communication is a continuous process that repeats itself. While feedback could be the last element of communication, its quality or nature can initiate a new communication process. Generally, a communication process in a hotel environment remains important as it allows guests and hotel employees to have a mutual understanding.

	Element 4 - Staffing 

	The hotel industry is a labour-intensive industry hence the need for hotel businesses to have adequate staff (Ebighgbo, nd). Staffing requires that qualified employees be taken through thorough recruitment, selection, and training to meet the organisation's goals. Nikolskaya et al. (2020) define staffing as a process of identification, selection and employee evaluation aimed at equipping employees with current and future skills requirements. Some of the elements in staffing include:
Recruitment
Recruitment entails attracting the most suitable workforce through a competitive selection procedure. Recruitment in a hotel environment can assume both internal and external recruitment (Your Article Library 2013). For instance, a hotel can consider an internal recruitment approach when accomplishing vertical job mobility. On the other hand, a hotel can consider an external recruitment process when it requires entry-level employees (Your Article Library 2013).
Selection
Employee secretion on the other hand entails singling out the best talents through screening (Dominique-Ferreira et al., 2022). The selection process also can be in the form of intelligence tests and aptitude tests.
Training and development
Tracey and Swart (2020) investigate training as a form of support to the workforce by equipping them with the required skills to improve service delivery and workplace performance (Bafaneli, and Setibi, 2015). Workplace training can be in the form of on-the-job and off-the-job training. Development on the other hand refers to individual growth of the workforce within their profession. 
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