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Introduction:
This learning log aims to critically evaluate and analyse placement at the Grove Hotel of Narberth. On the first day of the placement, the witness reception manager greeted the guest and asked the guest for their car registration number; however, using the PMS system as a reservation tool to check or alter guests' reservations, dinner and the following morning's breakfast and identify any errors or wrong room numbers attached to the reservations. In addition, the reception manager assigns some tasks using the latest software PMS cloud base system (PR Newswire, 2019) suggesting that the PMS system has many applications such as sales, marketing, bookings, guest reviews, feedback, check-in and smooth payment transactions are made online nevertheless benefits hotels time, resources and financials.
On day two at the front office, I experienced guest interaction; the client was phoning to inquire about intentions to book accommodation. Details were taken and entered into the PMS system; however, the guest interaction could have been handled better, requiring IT skills. In addition, if training and development are provided with the worker's intentions to progress, the first point of contact is the key importance of front office employees and the perception of the guest intending to book accommodation for the first time; however, front office employee's service innovation and creativity can have a positive impact on the organisation's performance (Zaho et al. 2022) a moderated analysis that front office workers face daily challenges and opportunities. However, the constant demands from guests'  new trends, products, and services develop guest preferences in a competitive market.
Guest influenced day three at the front office with good communication skills, checking guest email requests and feedback. The front office employee's competitive attributes and behaviour can be affected by personal characteristics of adopting a competent and confident individual with good communication skills (Harfeng., Lei and Chinguan, 2018) that can make guest bookings, upsell products and services, deal with guest complaints, alter bookings, take payments online, and respond to guest emails, reviews and feedback; therefore, hotels should pay special importance to front office staff and develop creative, competent teams. 
The guests' perception of safety and the Intention to book an accommodation would consider the hotel's attractiveness, characteristics, location, and good facilities as important factors. Nevertheless, the design and the unique service offering are tangibles and intangible amenities that can retain clients (Fintech, 2021) suggested that hotels invest in innovative technology and changing the way digital technology and the fast and easy methods of carrying out various transactions online presence that can add value to the property will impact on an advantage over its competitors and therefore result in increased room rates and the company's bottom line. The hotel's modern design, image and attractiveness in guests' perception and the Intention to book are important. However, guests would evaluate quality products and services when purchasing directly from the hotel's website or other platforms, such as booking.com  (Jooa and Chiliying, 2017).
Client engagement and satisfaction  
  
The client's engagement, satisfaction, and perception intention to repurchase products and services can lead to brand value (Majeed, 2022). It states that social media is vital for engaging consumer stakeholders' businesses and non-customers. However, there is a growing trend and customer expectation on social media platforms to read reviews before purchasing products and services; therefore, organisations must improve and alter any product or service when receiving customer feedback (Vo et al. 2022) suggested that the feedback from the guest is crucial for the organisation as they can improve their service operational performance or to amend booking and reservations. Nevertheless, that following morning at work, placement in the front office to experience the guest checkout, where the receptionist greeted the guest and asked for feedback. In addition, the feedback received was a combination of both, such as the environment near their room was noisy, and they felt that the breakfast was rushed, and as for the dinner service, their food took a long time to arrive. However, the positive feedback from guests was that the staff were friendly and helpful, and the hotel was clean and beautiful, with good amenities. Hence, the front office employee recorded the conversation to address the customer's complaints in the following morning's team meeting.
 While at work, obtain experience in management in operations and involvement with staff and set tasks in addition then follow-up; however, the hospitality sector is extremely competitive the frontline employee's perspective, personality traits, excellent communication skills and innovation is key to firm success and longevity, cognitive ideas will create  and involve guests retention and loyalty (González., García and Viseu, 2021) argue that thinking outside the box, attention to detail and ability to execute tasks furthermore to address guest needs and wants to improve service operations and deal with issues and problems (Chen, 2023) Nevertheless, individuals who possess behavioural tendencies, such as outspoken extroverts and exercise these qualities, and frontline employees who process strong personality traits, can drive organisational change and innovation therefore employee that engage and who is a team player and receive support from fellow work colleagues can have an impact in a positive work attitude towards achieving goal, can result in job satisfaction and retentio
On one of the shifts at work, I experienced management housekeeping operations where the task consisted of practical tasks,  making beds, replacing amenities, cleaning rooms in operation timely and managing and being monitored by supervisors and managers on the PMS cloud base system (SyndiGate Media Inc, 2022) elaborates that housekeeping supervisors and managers use wireless technology to communicate easier with the cloud base technology and mobile device that has multifunctions identifying dirty room from clean, check guest in update task for the housekeeping staff, therefore, an opportunity for guest to check-in earlier, nevertheless the hotel impact in additional revenue.
Hotels are practising sustainability; for example, the Marriott Hotel and the IHG are introducing loyalty programs to promote green practices, such as reducing the excess usage of water and paper and reducing plastic waste by getting rid of single-use plastic bottles such as branded water bottles and refilling shampoos bottles (Weed, 2019) however, to ask the guest to reuse their towels and not having to clean the room too often the Marriot and the IHG have started to give guest money off the next stay with them, and a certain percentage off when they dine with them. Nevertheless, hotels save on human capital, and some offer free coffee; moreover, housekeeping is labour-intensive, and workers are poorly paid. Onboarding is a major concern.
The housekeeping operations are very important to the hotel; nevertheless, a clean and well-serviced accommodation can lead to guest satisfaction and retention. However, working in housekeeping can have a downside experience management delegating tasks to workers. Moreover, there are many challenges facing housekeeping health and safety issues concerning housekeeping employees' burnout  (Shapoval et al. 2022) argue that working in housekeeping employee experience some employees are overworked;  therefore, accidents might occur more frequently on account of tiredness, sickness and onboarding are major problems loss in company revenue. Therefore, the intense workload and completing tasks within an allocated time results in low esteem and moral problems, adding to stressful situations can lead to absenteeism and the Intention to leave the job; therefore, the management solution is to support worker's needs and well-being by providing them with work flexibility plenty of breaks and incentives and reward in return for good work performance. 

Findings: 
More emphasis should be paid to frontline workers as the first line of contact; housekeeping employees are just as important. Secondly, when employees are happy, they will go the extra mile.  
.  
Conclusion:
Finally, in conclusion, there is fact and real data that can be analysed when considering the above information; therefore, this report links to previous data that will link users determine whether the business is on the right track and whether the managers have the competency to adapt to the culture in order to attain the right FIT that can develop youth and train them for the near future, therefore achieve goals and recognition. 
 
Recommendation 

When observing grove Hotel and what it offers, the five-star rated guest service experiences where employees need to be trained to respond to difficult situations when they arise and respond to guest needs and explanations. Therefore, satisfied guests can lead to the organisation's success.
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