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   During the last 30 years, hospitality became responsible for 10.4% of the global GDP and generated 10.6% of all jobs (Global Economic Impacts and Trends, 2021), which makes it a thrilling industry to work in, offering plenty of opportunities for me to thrive. There are various positions where I see myself working in this sector, but none of them are as appealing as the front desk manager role. While having this job I have the chance to become an expert in serving guests with magic moments, as Solomon (2016) considers that “The Hospitality Industry transforms essentials […] into an experience that is […] memorable and even magical“
My student journal's objective is to keep a personal record of my academic achievement in the Hotel Administration and Front Office module and, more specifically, to consider the essential abilities needed to work at a hotel front desk department. 
Being the first point of contact for all the guests and customers, the front desk position is a key job in the hospitality industry. It requires both hard and soft skills in order to perform at the highest expected level. The role involves vital administrative and operational duties required by various areas like Reception, Concierge, Switchboard, or Finance. 
“One of the job descriptions of  Front  Office staff is communication“ (Tarmoezi and Manurung, 2000). These two authors consider that answering customer questions about the services, providing sales and marketing with insights about guest room requests, and other duties fall under the category of communication. Once those duties are finished, a welcoming image can be achieved. In the same time, it is crucial for the front desk staff to have excellent communication skills, considering that he must deal with a variety of visitors who have distinct backgrounds, different native languages, and numerous expectations that need to be addressed in the communication process. (Richard, 1976).
“The front office is a pivotal point in communication among in-house sales, delivery of service to the guest, and financial operations“ (Bardi, 2011, p. 56). That is why a broad range of interpersonal and technical skills are included in front desk skills. According to Indeed.com (2023), there are 14 key front desk abilities: interpersonal and written communication, active listening, attention to detail ,foreign languages, stress management, customer service, scheduling, flexibility, physical stamina, problem-solving, computer literacy, phone etiquette, and teamwork. 
Following my experience during my placement time at Premier Inn I would add to this list the decision-making ability, which impacts not only the guests, but the other members of the team as well, especially in terms of resource allocation, management styles, or even health and safety issues. For example, if a guest is complaining about a lack of hot water, the front desk officer should make a decision of calling one colleague responsible to fix this issue and this new task will impact the colleague’s program. What time the colleague is free to fix the water, and how the front desk officer deals with the guest’s patience (or lack of patience) are vital decisions that influence both the guest and the team members. Walker (2021, p.40),considers that “in order to successfully offer a service, the most important thing is the focus on the guest, followed by the understanding of the interaction between the guest and the employee“.
However, it is important to understand that front desk tasks are not related only to the Reception Department. Tewari (2009) considers that a front desk officer plays an active role in “(1) sales of rooms, (2) handling the process of guest check-in, (3) keeping up room availability, (4) handling guests’ complaints and queries, (5) bill issuing and taking payment, (6) giving information concerning the surrounding area, (7) coordinating guest services, and (8) bridging communication among departments in the hotel“. 
Working in such a vibrant and satisfying sector like hospitality allows me to progress both professionally and personally and gives me the chance to never get bored while working in this industry. However, I do struggle with managing costs and finances because of my limited financial understanding. But I am sure that this issue will be solved during the coming years, as my learning journey has only just begun early this year. 
In conclusion, this journal reflects my understanding of the responsibilities of a front desk officer and the essential skills needed within this area of hotel operation, taking into account the crucial importance of self-introspection in the learning process.
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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 make sure I use my knowledge as well as my own initiative and common sense; 

	Making sure I am overseeing the whole area which comes under my supervision;
	Other options were also considered and the best action plan was selected;
The plan is not the most effective for any hotel, but it is the best plan because it is adapted to the business needs. 
	Learn from the experience;

	
Check if all systems are working and all team members are in place, ready for the new day;


	Spending the right amount of time in each department, considering the needs of each sector; 
	It worked very well and both guests and team members were happy at the end of the day.
	Ask for extra training;


	
I make the plan for the day – starting with the breakfast area, continuing with checking the room allocations and overseeing the housekeeping department, then checking what it needs to be ordered and receive the deliveries.


	Delegate tasks
	I’ve got my name mentioned 2 times in positive guests reviews on Trip Advisor. For the guests, “the service provided is their experience“ (Johnston, 2012, p. 30), so their positive reviews show their satisfaction in regard to my plan;

	Look up on the guide available on SHARE POINT platform;
Review some relevant parts from the Academy Online (available for Premier Inn chain); This was disputed by Sayed (2023);

	


	Constantly checking the new bookings, because this will affect other members of the team, especially the housekeeping department; 
	When the manager returned to work he checked our performance and congratulated the entire team for the well done work during my first day as a front desk officer. 
	Speak to a different manager or call other Premier Inn location to ask for guidance in difficult issues.

	
Check the cleanliness of each area and the top ups

	Help in each sector where my presence is needed (for example, if there is a very busy time at breakfast, I will allocate one hour to help the restaurant staff);
“During very busy times, the check-in process can be an intense several minutes. During slower times, it can be a relaxed bit of hospitality“. (Vallen, G. and J., 2013, p. 259)


	I didn’t receive any complain.
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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:



Introduction

The World Travel and Tourism Council (WTTC, 2022) identifies the hospitality sector's significance as a key factor in the creation of worldwide value. Being a large division of the service industry, hospitality is divided into four primary categories: travel and tourism, food & drinks, entertainment, and accommodation. This last sector, accommodation, will be analysed in this essay from four different perspectives, considering the four major factors that create value: property management, hotel reputation, communication and staffing. 

	
Element 1 – Property Management Systems (PMS)


	


Since the beginning of the third millennium, the hotel industry has been greatly impacted by digitalization. These new-era challenges brought to light plenty of software applications that help almost all levels of hotel operations, generally called Property Management Systems. According to HotelTechReport (2023), “A property management system (PMS) is a hotel management software suite that property owners and front desk workers use to manage their business by coordinating reservations, online booking availability, payments, and reporting in one central place“. 
There is a significant number of PMS available, some of them providing all the amenities required to operate small hotels, others being built to respond to the needs of thousands of guests per day. For example, Hotelier is a system that falls in the first category, being able to serve units with 4 to 150 rooms. According to the company website, Hotelier system will be in charge of the entire process from the moment a reservation request is received. Hotelier will check availability, collect guest and booking information, manage commissions, produce a confirmation letter and collect the deposit, check the guest in upon arrival, post costs for extras consumed products, check the guest out, and handle debtor control.
Another example is the Premier Inn chain of hotels, which uses different systems for each area of activity: for Reception it uses the BART system, for Food & Beverage, MICROS System, FORECAST for the shifts, SD Worx for Human Resources and Payroll, KABA for rooms’ keys, KRKB and BAKB for Health & Safety Compliance. 
In conclusion, this chapter states that hotel property management systems rank among the most important technological resources available to lodging businesses today, becoming the backbone of any hotel.










	
Element 2 – Hotel reputation


	

“Reputation is the stakeholders' influences, assessments, and perceptions of the business based on its past performance“ (Barnett, Jermier, & Lafferty, 2006). Since in the modern days most communication occurs online, this chapter will refer to hotel reputation as online reputation, since search engines have largely replaced word-of-mouth recommendations. Thanks to platforms (like TripAdvisor or Expedia), customers can gather travel-related insights, they can post comments and reviews, and engage in collaborative travel forums. 
TripAdvisor indicates that 80% of users think that a hotel that responds to reviews cares more about its guests, and 60% of users would prefer to book a hotel that does so; This means that it is crucial for a hotel to be able to respond appropriately to both favorable and negative feedback.
The hospitality industry organizes contests and awards that recognize notoriety in the tourism sector, one of the most illustrious ones being Fortunes magazine's World's Most Admired Companies, where, in 2016, for instance, Marriott placed first for its industry segment, significantly increasing the hotel prominence.
Reputation is difficult to build but even more difficult to maintain, and managing a crisis is the most difficult part of reputation management. Marriott faced such a crisis in September 2018, when a huge data breach was discovered.  As a result, the company has experienced significant damage to its image. However, by moving forward quickly and being open and truthful about what happened, Marriott has shown that it is confident in its ability to manage its image. 
This chapter concludes by highlighting the significance of constantly improving the hotel's image and recommending expert management of guest reviews. Additionally, it shows how a good recovery will improve customer satisfaction and go above and beyond their expectations by lowering the negative impression that customers have of the business.




	
Element 3 - Communication 


	

The success of any hospitality company depends on the ability to communicate effectively with staff, clients, and other professionals in the field. In hospitality, communication has many layers because it happens between different stakeholders and it should be approached differently. Communication can be with guests, colleagues, managers, suppliers, and even with other institutions and that is why it should be adjusted to the audience. In some cases, communication should be formal, and in other cases informal, it might be verbal or non-verbal, online or offline but in all situations, it should be clear, correct, complete, concise, and compassionate. 
The communicator should understand that hospitality is moving from a pure service to emotion economy“ (Hospitality Insights, 2023), and one of the ways of creating emotions is communication. In all businesses in general, and in hospitality in particular, communication should be always two-way, meaning that anyone working in this sector should be an active listener, and should know how to ask for, give and receive feedback. 
In conclusion, this chapter states that having effective internal communication methods in place is one of the key pillars of providing an outstanding guest experience.




	
Element 4 - Staffing 


	
While hotels are facing hard times in recruiting and retaining staff, this section of the essay will examine the importance of staffing in light of this difficult climate.
“Staffing means hiring people for work in such a manner that their skills match the job requirements for particular positions“ (Ebighgbo, T, na). It is a highly specialized area that deals with the recruiting, choosing, onboarding, placing, training, and development of individuals.
“The hotel industry demands a great deal of its professionals. All employees must have extensive knowledge of all areas of the facility, and they must understand the overall function of all departments“ (Bardi, 2011, p. 33). 
The stigma associated with the field and its careers—low pay, long hours, poor benefits, and a lack of work-life balance—also influences how potential new employees view the field and heightens the challenges of finding and retaining top talent. Moreover, the industry should be aware of the percentage of millennials working in the sector and it should adapt its staffing strategies to the demands of this new generation. 
[bookmark: _GoBack]It is a fact that technology (such as chatbots, robots, etc) can solve part of the employee’s tasks, but in the end, the human touch is a must in the hospitality industry. Every business' success is based on how eager its employees are to put forth their best effort and support its objectives. When individuals coming from various environments, having different competences, and expectations are engaged together to work toward a predetermined objective, success requires direction, inspiration, and occasionally even coercion.
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