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LEVEL 4–Student Journal 

You are required to complete a journal entry to capture the learning experience and knowledge you have acquiring during a particular lecture. You may choose from the following topics:
· Communication at the front office
· Property Management Systems (PMS)
· The role of the Front Office in a successful hotel operation

Consider the appropriate lectures. What was the topic and what have you learnt? Provide a brief summary. What new skills / knowledge have you acquired? How will you apply your knowledge in the future? What are your personal reflections?
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Introduction
The reflective report aims to demonstrate my own learning by attending the lecture. The skills that I developed and the knowledge that I gained are highlighted as well. A reflection upon the way I am going to use these skills in the future is also presented in this report. 
“What was the topic and what have you learned?"
I attended a lecture and the topic was “The role of the Front Office in successful hotel operations". During this lecture, I have gained detailed knowledge regarding the operations of the Front Office department. The members involved in the operations, and get to know about each one's specific roles in the organization. Along with that, I have come to know that, Front Office department plays a crucial role in organization success by providing customers with satisfying services, and developing a good personal connection with them. The role of a doorman in customer experience is also highlighted, and I have acquired detailed knowledge regarding the influence of the Front Office department in the organization's market reputation. On the other hand, the lecture provided me with an insight into current consumer trends in the hotel industry, and some of the most important post-pandemic guidance that needs to be followed within the office premises. 
“What new skills/knowledge have you acquired?”
The lecture has helped to develop good critical thinking skills. This refers to the ability to analyze facts rationally and coming to an unbiased judgment. During the lecture, I got to know that, the hotel industry is currently focusing on Authenticity, personalization, and unique experience to address the new Consumer trends. I have analyzed the advantages and disadvantages of each of these approaches, and eventually, it helped me to develop critical thinking ability and analytical skills. As per the view of Yakub et al. (2021) analytical skills are very important as it allows individuals to find concrete solutions of problems easily. I have gained sound knowledge regarding the operations of different functional units and discovered the underlying correlation between departments. I have communicated with the lecturer as well, which helped in improving my communication skill, and public speaking ability. A good improvement in my researching skills, understandability, and flexibility has been also seen by attending this lecture. 
“How will you apply your knowledge in the future?”
I wish to open a small hotel business in the future. This knowledge will help me form a specific structure of my business. I can accurately divide the roles and responses to the Front Office workers, and evaluate their performances. As I have mentioned earlier, my communication skills improved during this lecture. According to Urciuoli (2019) leaders and authorities of the organization must possess good communication skills to make connections with employees, and customers.   I can use my verbal and non-verbal interaction ability to make a good connection with my guests, and build a good reputation for my organization. 
“What are your personal reflections?”
My overall experience of the lecture is very good. In the beginning, I felt very nervous, and could not understand the topic. However, I was afraid to ask the lecturer because of my poor communication skills. As time passed, I got familiar with the topic and gained enough confidence to ask the lecturer about my doubts. I used a very polite tone while talking to her. She listened to my queries, understood my doubts, and solved them easily. My analytical skill and critical thinking skills got improved as I began to start thinking like the lecturer. On the other hand, my knowledge, and level of confidence were also enhanced. The lecture finished with some thoughtful quotes, and I enjoyed participating in it.  
Conclusion
In conclusion, I have gained sound knowledge regarding the operation and importance of the Front Office department in the hotel industry by attending a lecture. In this reflective report, I have highlighted my overall experience of attending the lecture. I have demonstrated the skills that I have developed, and the way I am going to use those in the future.
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