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[bookmark: _Toc168147399]Executive Summary: 
The tourism and hospitality sectors are embracing digital advancements to match the evolving needs of travellers due to the increasing impact of technology on daily life. Artificial intelligence (AI), augmented reality (AR) and virtual reality (VR), and robotics as key technologies shaping tourism. Aim of this project is to analyse and address the digital skills gap in the front offices’ while using operating system to enhance service quality. Objectives of this placement report is to identify the specific digital tools and technologies most relevant to efficient hotel operations and guest experiences such as updated Artificial intelligence linked with operating system. Then, assessing the impact of the digital skills gap on the service quality of the front office staff. Furthermore, to evaluate the current digital skills levels among hotel staff across the front office and other department. As job openings are challenging to fulfil as candidates lack necessary digital skills. Two-fifths of these skill gaps are due to a lack of foundational digital skills, alongside people and soft skills. The industrial Strategy Council (2019) projects that by 2030, around 5 million workers may shortage adequate basic digital skills, and two-thirds of the workforce could face some level of digital under-skilling. The digital skills gap refers to the difficulty in finding skilled professionals who have the right knowledge and experience in emerging technologies. Hotels are at a disadvantage because they struggle to bridge the gap between their employees' skills and what is needed to succeed in the digital age. AND Digital Research suggests that if Britain does not address the digital skills gap, it could risk £285 billions of economic growth by 2026. This estimate is based on the Office for National Statistics, projecting a £2 trillion GDP with a 2% growth rate by 2026. Raconteur recently confirmed this sentiment, stating that the skills gap is hindering businesses from becoming agile. Fortune also highlighted that the digital skills crisis poses a significant challenge for the global economy. 
In the digital economy, changes in tourism and hospitality will focus on better services, like electronic marketing and contactless options, to interact with customers more effectively. Tourism and hospitality need new skills in three areas digital, environmental, and social. Overall, improving the digital skills of employees in tourism businesses will cut costs, save time, and make organizations more competitive. Digitalisation such as cloud and mobile technologies, Artificial Intelligence (AI), Virtual reality and Augmented reality implementation, and costly training, staff shortage and high salaries are the primary reason for the digital skills gap in hotel industry. Therefore, this report will focus on identifying crucial skills that need to be addressed through both mandatory and job-specific training programs in Premier Inn Central, Gravesend and the digitalisation of the Hotel. Premier Inn central is a modern budget hotel where it has 69 rooms, situated in the centre of the Gravesend town. This report will also discuss the Information and communication technologies and digital skills gap in tourism and hospitality. It will critically analyse service quality of the placement hotel of the author. Therefore, it will present primary research results and analysis on digital skill gap in the front office staff in Premier Inn Central, Gravesend. Hotels are implementing digital technologies to meet customers’ expectations, boost efficiency, cut cost and improve service quality.
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1.  Introduction: 

The tourism and hospitality sectors are embracing digital advancements to match the evolving needs of travellers due to the increasing impact of technology on daily life (Mintel, 2018; World Economic Forum, 2018). Mintel (2018) highlights augmented (AR), artificial intelligence (AI), and virtual reality (VR), and robotics as key technologies shaping tourism. Statista (2022) predicts that by 2030, the tourism, hospitality, and airline sectors will increasingly utilise artificial mobile app, cloud-based computing such as property management system (PMS), computerisation tools, and self-service choices. Nonetheless, challenges like skills gaps in local job markets (89%) and limited capital investment (39%) hinder widespread adoption of these technologies globally. 
Aim: Aim of this project is to analyse and address the digital skills gap in the front office while using operating system to enhance service quality.
Objectives: 
· Identify the specific digital tools and technologies most relevant to efficient hotel operations and guest experiences such as updated Artificial Intelligence linked with operating system.
· Assess the impact of the digital skills gap on the service quality of the front office staff.
· Evaluate the current digital skills levels among hotel staff across the front office and other department.
Digitalisation created a lot of skills gaps in several areas of the hotel industry such as front office, marketing, back office, and managerial decision. Winterbotham et al. (2019) found that 30% of job openings are challenging to fulfil because candidates’ lack of essential digital skills. They also discovered that two-fifths of these skill gaps are due to a lack of foundational digital skills, alongside people and soft skills. Additionally, the industrial Strategy Council projects that around 5 million workers may lack sufficient basic digital skills, and two-thirds of the workforce could face some level of digital under-skilling by 2030. Moreover, the World Economic Forum (2020) highlighted a pressing issue: the rapid pace of digitalisation means that 9 out of 10 future professions will demand digital skills, outpacing the current availability of these skills in the job market. It is concerning that pubs, restaurants, and hotels are experiencing the maximum skills gap within the hospitality industry, particularly with 21% of these gaps attributed to a shortage of digital skills. This underscores the need for targeted efforts to address digital literacy within these sectors (Winterbotham et al.). Therefore, this report will focus on identifying crucial skills that need to be addressed through both mandatory and job-specific training programs in Premier Inn Central, Gravesend and the digitalisation of the Hotel. Premier Inn central is a modern budget hotel where it has 69 rooms, situated in the centre of the Gravesend Town. This report will also discuss the Information and communication technologies and digital skills gap in hotels and tourism. It will critically analyse service quality of the placement hotel of the author. Therefore, it will present primary research results and analysis on digital skill gap in the front office staff in Premier Inn Central, Gravesend. 
2. [bookmark: _Toc168147401]Literature Review: 

[bookmark: _Toc168147402]2.1 Information and communication technologies in tourism and hospitality
Information and Communication Technologies (ICT) is increasing enormously, and it impacts everyday life of tourism and hospitality and changes consumers’ cultures, preferences, choices, and identities. Thus, hotels are implementing digital technologies to meet customers’ expectations, boost efficiency, cut cost and improve service quality (Mintel, 2018; WFE, 2018; Gossling, 2021; Law and Jogaratnam,2005). The most powerful and advance technologies in hospitality industry of modern era are Artificial Intelligence (AI), Augmented reality (AR) and virtual reality (VR), robotics and cloud operating system (Mintel, 2018). Many companies using these technologies to enhance their service quality and customer satisfaction, such as in Disney, Emirates, Hyatt, Marriot, and Virgin doing ‘try before you buy’ experience by employing AI and VR. Thus, they are utilising technology for tourist behaviour (Lim, Jasim and Das, 2024) to personalise guests’ preferences and make their stay comfortable and easy. Disney has implemented Amazon echo and Alexa, where customer can ask anything about their stay, facilities and what they need, and even if they need an extra towel or to call a taxi, which is connected to the PMS system, (6 Ways AI is Used in Hospitality (AltexSoft, 2022). The entire tourism value has been changed for marketing, creation, consumption, and distribution by the internet (Minghetti and Buhalis, 2010; Salavati and Hashim, 2015). Xiang (2016) claims that knowledge development on IT and tourism consist of two different ages: Phase of digitisation which was in 1997 to 2006 and Phase of acceleration which was in 2007 to 2016. Digitalisation phase was known for the development and maturity of the internet tools. Such tools are World Wide Web (WWW), desktop, laptop, Netscape Navigator, IE, web page, LAN, email, mobile phones, and eCommerce (Xiang, 2016). Therefore, Wi-Fi, wearable computers, search engines, tablet, Web 2.0, the smartphone, sensors, internet of Things, opensource, drones, crowdsourcing and the emergence of machine learning and artificial intelligence were the technological marked of phase of acceleration (Xiang, 2016). Moreover, the user-generated content such as social media and the emergence of completely new technologies were the rise and growth of phase of acceleration (Xiang, 2016). According to Kurgun, Kurgun and Aktas (2018) and Navio-Marco et al. (2018), these are the divers of the continual creation of new structure in all essentials of the travel environment. However, creating new jobs requires new competences and skills in tourism business (Hsu, 2018). To improve operational efficiency, reduce costs and enhance service quality hotels have adopted computer-based technology.
[bookmark: _Toc168147403]2.2 Digital skills in hotels

Competitiveness in tourism organisations and destinations, ICT plays a serious role. Thus, adaption of digital innovation has increased in Hyper-connected societies, industries, and markets (Buhalis and Law, 2008). There are many digital skills that reflects mobile technologies, social media such as Facebook, TripAdvisor, LinkedIn and so on, and reflects operational and managemental use of technologies like property management systems (PMS), guest relationship management software, mobile app to personalise service, cloud-based computing, voice technology, computer programming, robotics, artificial Intelligence (AI), data analytics and blockchain technology to improve the service quality of the hotel (Buhalis and Law, 2008). 
There are few task-oriented skills which hotels front office members have, such as navigating websites, executing searches, opening the internet browser, and information processing skills. Such skills are shaping search preferences, assessing data, and to reach goals taking correct actions (Minor, McLoughlin, and Carlisle 2024). In additionally online marketing data generation, distribution and branding, collection of data, management of data and analytics of data became very crucial for digital fluency to enhance customer service and improve guest satisfaction (Groenewald, 2024). For the hotels front office staff, it is now a standard part of the daily operation to use data from platforms like Booking.com, Facebook, Google, TripAdvisor, and Expedia to enhance products and services quality (Joosten, 2017). 
Schrier et al. (2010) examine that customers empowerment technologies are the most appealing qualities, for example entertainment in hotel rooms and shows on mobiles that can be connected in room device and on-demand services. Their suggestion is to add more self-service devices to hotel room services to enhance guest satisfaction (Groenewald, 2024), where all the devices can be connected to the PMS system.
Furthermore, having the expertise in creating experiences whether in the real world or through technologies like AR, VR, or mixed reality, with a special emphasis on gamification, as well as online safety, privacy and cybersecurity will be crucial for service quality (Hsu, 2018; Sousa and Rocha, 2019; García and Ruiz, 2020). Besides, different technologies will need different skill sets (Sousa and Rocha, 2019) and digital fluency will be the key ability to reformulate and conduct creative and appropriate information for customer satisfaction (Wang et al., 2016).

[bookmark: _Toc168147404]2.3 Digital skills gap in Front Office management

COVID-19 pandemic made the skills gap wider in digital fields which reached 69% (Microsoft, 2021). Additionally, Winterboltham et al (2019) observed that 30% of job openings were challenging to fill because applicants did not have the required digital skills. Around a third of small and medium-sized enterprises (SMEs) did not even have a website (Welsh Government, 2013) and 2% operated entirely the extent of the digital divide within this sector and 33% did not interact with any social media (Lloyds Bank, 2019; Business Wales, 2017). In UK 99% of tourism-related businesses fall under the SME category (House of Common, 2018). Currently, the UKs’ hospitality and tourism sector reports in People 1st (2013) that a lack of essential skills in 21% of businesses, higher than the 15% average across other industries. This underscores the urgent need for addressing digital skill gaps in the hotel industry, front office, F&B department, back office, and pubs, about 21% of these gaps are digital skills. In contrast, only a few percentages of employee receive digital training at their workplace and that is only 23%, and another 10% of them underwent training, reported actual improvement in their skills (Lloyds Bank, 2020). This indicates a considerable gap between the training provided and its effectiveness in enhancing digital skills among employees in all department of the industry. Indeed, they has a tradition of relying on on-the-job training methods (Sigala, 2001). However, there is now a growing challenge in the industry to effectively train or upskill others in the workplace, further exacerbating the skills gap (Industrial Strategy Council, 2019). Microsoft (2021) distinguishes that the main barriers to digital skills training are skills strategy shortage and high expenses.
Therefore, increase number of mobile reservations are affecting the adoption of mobile reservation services which linked by cloud-based PMS system (Law, Buhalis and Cobanoglus, 2014). Law, Buhalis and Cobanoglus, (2014) found that information and system quality are the most important elements of the adoption, while service quality has no significant relationship. Similarly, Oh et al. (2009) applied the key concepts of the Unified Theory of Acceptance and Use of Technology to predict travellers’ purpose to use portable medium such as mobile app, on their next trip. Mobile app is a self-service tool which reduces the pressure on the front desk staff and help them to personalise guests’ journey (Lacalle, 2022). 
Navio-Marco et al. (2018) found that many hotels and organisations still rarely integrate ICTs into their managerial assessment processes. thus, they are outsourcing companies to accomplish virtual advertising and analysation of data and many distribution and marketing strategies severely relies on automated distribution networks to enhance operational efficiency and increase profits (Baek, 2017; Law, Buhalis and Cobanoglu, 2014) rather than their own front office team. However, newly entered hospitality workers are not trained to use the tools like PMS system to do their jobs frequently. 
Lamest and Brady (2019), Dong and Wu (2015) and Davenport (2015) highlight the necessity of having proficient skills in data analytics and data utilising for informed decision-making by the use of most available information (Dong and Wu, 2015) which are coming from various sources (McAfee and Brynjorfsson, 2017; Wedel and Kannan, 2016; Rialti et al., 2019). Where companies extensively utilising social media, there is a heightened requirement to bolster the personal and communication skills of staff in front office. Utilising a human touch and a friendly, yet professional tone on social media platforms can greatly amplify its effectiveness (Dijkmans, Kerkhof and Beukeboom, 2020). The skills gap in managing and analysing data is crucial for the service of efficiency of the front office staff because it can be a key for crafting personalised customer experiences and gaining advantages for the hotels by linking with the Property Management System (PMS). On the other hand, Oslan et al. (2014) discovered that companies focus on gathering and assessing customer satisfaction but do not dedicate enough resources to the front office member to use that knowledge to enhance service qualities. They also emphasise the need for more training to boost front office staff and other department which are internally connected, as the lack of training creating digital skills gap wider.

3. [bookmark: _Toc168147405]Methods: 

The case study methodology is a research strategy that where researcher deeply investigate a program, event, activity, process, or individual. These investigations are limited by both time and the scope of the activity. They gather detailed information from various data over a period. 
The case study approach provides numerous benefits, such as the capacity to thoroughly examine intricate and context-dependent phenomena. It aids in the formulation of theories or hypotheses that can be further explored, therefore, offers practical insights for tackling real-world issues (Bennett, 2004). By analyzing how theoretical concepts play out in real-life situations, the case study methodology helps bridge the divide between theory and practical application (Yin, 2018). However, case study does come with limitations. These may include biases in collection of data and challenges in generalizing finding to wider populations (Yin, 2018).
This report is on the base of a case study of Premier Inn Central in Gravesend which will discuss the digital skill gap in the above hotel by generating the secondary research from online platform, websites, and authors’ work experiences. Consequently, this research contributed to establishing a skills assessment method aimed at gauging the digital skills gap in service quality of front office within the hotel Premier Inn Central. Therefore, this research population included websites, journals, and newspapers information of Premier Inn central and its main competitor Travelodge in Gravesend. Quantitative data was collected from online platform such as TripAdvisor, Booking.com, google reviews and hotels official websites, reviews and rating from the online platform are showed in table 2. This report collected data for the digital skills gap in service quality of the front desk office. The list of the digital skills and skills gap which mentioned in the literature reviews were based on the literature, trade press publication, and the practical experience and research expertise. 
However, it was practically impossible to evaluate the proficiency level of the digital skills and skill gaps of the employee of the hotel and give them complete training while they are on the job. There is a table in Appendix B, where it shown that the digital current, future skills, and skills gaps. According to the findings, operating systems, and Microsoft Office (Word, Excel, Power Point) are already well-integrated within hotels, where rated highly, around 18% to 17%. However, skills such as AI, robotics, AR, VR, and digital hardware were lacking in approximately 63% to 58%. Conversely, the biggest disparity exists between the mean proficiency levels of current and future skills, particularly in AI, robotics, AR, VR, and digital hardware. On the other hand, the smallest gaps were observed in operating system skills and Microsoft Office skills.
4. [bookmark: _Toc168147406]Case Study Discussion:

[bookmark: _Toc168147407]4.1 Detailed Guide of Hotel Premier Inn Central, Gravesend:

Premier Inn is a part of Whitbread company, it is the one of the largest hotel brands in the UK, which is expanding in Germany. It provides excellent accommodation at reasonable rates (Whitbread, 2024). It has more than 85,000 rooms in the UK and 10,500 rooms in Germany. All its branches are a in fantastic locations (Hatcher, 2019). Premier Inn central is located one of them wonderful locations, which is Gravesend, Kent (Premier Inn, 2024). This hotel has been built in 1998 (BTN, 2024). This is a two stories hotel with 69 rooms (Premier Inn, 2024).
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figure1: Gravesend Central hotel.                                 source: (Premier Inn, 2024)
Location: 
This contemporary economical hotel is located near Woodland Park, which is just a 4-minutes’ drive from Gravesend train station and 1.5 miles from the river Thames. It has rooms from single to family, with two pull-out beds. Where kids aged 15 and under to stay and eat for free with paying adults. Room amenities include complimentary Wi-Fi, plush pillow top mattress and ensuite bathrooms with showers, tea/coffee making facilities, TVs, and desks. Guests can enjoy the convenience of an on-site Beefeater grill restaurant and complimentary free parking. The breakfast has all-you-can-eat options and lighter fare. Additionally, the hotel offers a meeting room suitable for up to 20 delegates (Google, 2024).
Check-in time and check out time respectively 3 o’clock and 12 o’clock. 
Address and Contact information:
Wrotham Road, 
Gravesend 
DA11 7LF
03330031686
Website:https://www.premierinn.com/gb/en/hotels/england/kent/gravesen/gravesend-central.html 
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Description automatically generated]figure2: Location of Premier Inn Central, Gravesend. Source: (google.com, 2024)

Staffing: 
They have a workforce of over 38,000 individuals across the UK and Germany and cater to over 5 million customers monthly. Their business is centred around people (Whitbread, 2024).  In Premier Inn Central, they have multi-lingual staff (BTN, 2024). According to the reviews in TripAdvisor (2024) the hotel staff in Premier Inn Central, Gravesend is very friendly and helpful, and they are very attentive and well represented, when there is an issue with somethings staff goes over and above to help and solved it (TripAdvisor, 2024). According to Google (2024) reviews housekeeping teams are spotless on their jobs. However, when it comes to efficiency on PMS, some of the employees are undertrained, thus customer had to wait for the check-in. Additionally, there was not any mobile app check-in or kiosk facilities (TripAdvisor, 2024). Furthermore, from Premier Inn Central, Gravesend, there was no online respond to the recent reviews on the media platform (TripAdvisor, 2024), which clearly shows a skill gap in the service.
Branches:  
Premier Inn is a huge hotel chain with branches in 900 spots across the UK and Germany (Hatcher, 2019). The hotel chain spans 26 locations scattered throughout Kent (McGroarty,2022), While there are two branches in Gravesend, one is Gravesend Central and another one is Premier Inn A2 (Google, 2024).
Turnover: 
Premier Inn, owned by Whitbread, disclosed a statutory revenue of £2.6 billion in its most recent financial report, making a 27% increase compared to pre-pandemic levels. The total UK accommodation sales surged by 37% compared to pre-pandemic levels, leading to a statutory profit before tax of £375 million, which is 34% higher than Whitbreads’ financial performance in 2020 (Katherine, 2023). 

[bookmark: _Toc168147408]4.3 SWOT Analyse: 

A SWOT analysis helps assess an organisations’ internal strengths and weaknesses, along with external opportunities and threats. The internal analyse focuses on capabilities, resources, core competencies, and competitive advantages, while the external analysis examine market opportunities and threats through competitor analysis, industry, and general environmental factors. It is a useful tool for understanding where a business stands and what strategies it can pursue (Sammut-Bonnici and Galea, 2015).  A comprehensive SWOT analysis of Premier Inn Central in Gravesend is conducted to evaluate the hotels’ strengths and weaknesses, identify potential growth opportunities, address threats, and devise strategies for improvement. This analysis informs recommendations for the hotels’ future advancement. 
Strengths: The main strength of Premier Inn Central is it has free Wi-Fi service for the customer service, in room TV, Telephone system and Electronic and contactless Key (BTN, 2024). It has surveillance camera on site for the safety and security, digital self-car registration system for the customers (BTN, 2024) which is linked to the property management system. Where anyone in the reception can utilise the information. Tracking laundry information, online booking, and table booking in the restaurants from the front desk is one of the main strengths of the hotel.
Weakness: Based on the customers opinion on the media platform such as TripAdvisor (2024), Google (2024), and booking.com the main weaknesses of the Gravesend Central are digitally inadequate and undertrained staff thus make tired and exhausted guest wait longer than usual. Moreover, in this technological era, Premier Inn Central, staff have not enough knowledge of operating mobile app or cloud CRM and PMR (TripAdvisor, 2024) where they were finding difficulties check-in guest and taking payment or issuing refunds.
Opportunities: Correspondingly, investing digital marketing and using AI for check-in and check-out, Kiosk, Mobile app check-in can build brand value through customer experience.
Threats: External threats are potential factors outside a business that can harm its operations. Premier Inn Centrals’ main competitor in Gravesend is Travelodge (TripAdvisor, 2024). 

[bookmark: _Toc168147409]4.4 PEST Analyse: 

PEST analysis is a component of examining external factors impacting organisations or groups, focusing on their political, economic, social, and technological aspects. Its aim is to offer insights into the primary environmental influences relevant for shaping overall strategic direction. It determines the effects of organisations long term performance and activities (Birsan, Shuleski, and Cristea, 2016).

Political factor:  
An acute period of political and economic uncertainty, and Brexit process is the reason of Premier Inns’ falling business and leisure confidence which leading to the digitally skilled shortage of staff. Thus, Premier Inn, a hotel chain, is under pressure due to increased competition and uncertainties related to Brexit (Curtis, 2019; Ambrose, 2021). 
The Home Office always use hotels as a temporary accommodation for the asylum seeker (Gov.uk, 2024). However, Premier Inn in Gravesend has decided not to use their facilities to accommodate refugees or asylum seekers anymore (Keohan and Michael, 2023). The company stated that their hotels are not equipped for long-term stays due to factors like the absence of cooking facilities or communal areas (Keohan and Michael, 2023). 
Economical factor:
Whitbread predicts that the hospitality industry will see 7-8% of increase in costs soon. According to Alison Brittain, CEO of Whitbread, FTSE 100 companies are facing challenges due to higher labour costs, increased energy bills, and rising construction expenses for new hotels. To cope with this, they plan to raise room rates at their 800 Premier Inn hotels, including Gravesend Central and focus on cost efficiency (Partridge, 2022). That affects their ability to establish new technologies in the hotel. Increasing prices to keep up with inflation and digitalisation could potentially discourage consumers to choose Gravesend Centrals’ for stay (Partridge, 2022). Staff shortages and digital skills gaps are the widespread issue for hotels across the UK (Ambrose, 2021). Many individuals are hesitant to work in the hotel industry due to factors like low pay, extended work hours, and limited career advancement opportunities (Morosan and Bowen, 2020). And according to the reviews in online platform Premier Inn Central, Gravesend having a shortage of digitally skilled staff in the front office (TripAdvisor, 2024; Google, 2024).
Social factor: 
In the UK, 52% of the population had a digital skills gap 2019 (Winterbotham et al. 2019). and this gap widened during the COVID-19 pandemic (Microsoft, 2021). Despite the growing reliance on technology for collaboration and organizational development, the skills gap has been estimated to have increased to 69%. As a result, the urgency has particularly driven Premier Inn to accelerate its digital transformation and implement cloud technologies (Novi, 2023; Premier Inn, 2021).
Moreover, social factors involve the requirements and expectations of customers, as well as the service delivered by Premier Inn Central, Gravesend. Customer demands and expectations in the hotels industry have been steadily increasing over time (Google, 2024). Their satisfaction relies on factors such as room amenities like Wi-Fi, digital key, AI, AR, VR, food and beverage quality, overall hotel impression, and especially the cleanliness of the rooms (Zielinska and Bacik, 2020). Since Premier Inn Central is a budget hotel, it attracts customers who are typically seeking affordable options with a modern technology (TripAdvisor, 2024). According to Craig and Edwards (2022) customers appreciate the hotels for its reasonable room rates, which include complimentary tea and coffee, free Wi-Fi, and contactless keys. 
Technological factor:
In examining Premier Inn Central in Gravesend, through a PEST analysis, the technological landscape emerges as a significant aspect. Premier Inn effectively leverages technology to enhance customer satisfaction and streamline operational expenses. Notably, their digital key system is both highly secure and dependable, while their smartphone booking app has proven to be successful. Premier Inn has integrated Word3words location technology to help guests find the correct entrance more easily (Premier Inn, 2022). Using three random words, guests can locate the hotel faster, giving them more time to enjoy their stay. However, it is important to consider that upgrading and developing new technologies can be costly and need more digitally skilled staff (Premier Inn, 2022).
[bookmark: _Toc168147410]4.5 Competitor Analyse: 

In Gravesend Travelodge is one of the main competitors of Premier Inn Central. Travelodge one of UKs’ largest budget chains with a modernised portfolio of over 600 hotels and over 46,000 rooms. It can accommodate 22 million guests annually which branches are all over the main cities. 90% of their hotels rated 4* or above on TripAdvisor. Among these branches Gravesend Travelodge is one of the new hotels with all the modern facilities. This hotel is suited just off the A2 and only 15 minutes away from Bluewater shopping centre. It has standards double rooms with restful double king size beds and free WI-FI and free parking (Dobbs, 2018). According to the TripAdvisors’ (2023; 2024) reviews this hotel front desk office teams are doing very good except few issues where the staff was under trained to use their PMS and had check-in issues. Similarly, some of the reviews are mentioned that how the rooms are not clean regarding the miscommunication of the front office and housekeeping team while using information through PMS system. There is also not any response to the online reviews form the front office or the hotels guest relation teams.
5. [bookmark: _Toc168147411]Theme Exploration: 

The digital skills gap refers to the difficulty in finding skilled professionals who have the right knowledge and experience in emerging technologies. Hotels are at a disadvantage because they struggle to bridge the gap between their employees' skills and what is needed to succeed in the digital age (Laker, 2023). AND Digital Research suggests that if Britain does not address the digital skills gap, it could risk £285 billions of economic growth by 2026. This estimate is based on the Office for National Statistics, projecting a £2 trillion GDP with a 2% growth rate by 2026 (Laker, 2023). Raconteur recently confirmed this sentiment, stating that the skills gap is hindering businesses from becoming agile. Fortune also highlighted that the digital skills crisis poses a significant challenge for the global economy (Laker, 2023). A study by Microsoft discovered that to find qualified digital talent worldwide 65% of hiring managers struggles. This is not shocking considering Ant Digital found that a lack of digital skills hurts organizations’ managing directors (Laker, 2023).
In the digital economy, changes in tourism and hospitality will focus on better services, like electronic marketing and contactless options, to interact with customers more effectively. To adapt to digital transformation, hotel industry professionals need new skills like managing digital innovations, interacting with customers online, and ensuring digital quality in services. The Next Tourism Generation Alliance (NTG) project, along with the People's 1st International Agency and the support of the European Commission, categorizes tourism and hospitality needs new skills in three areas digital, environmental, and social. Overall, improving the digital skills of employees in tourism businesses will cut costs, save time, and make organizations more competitive (Zaragoza-Sáez et al., 2022; Carlisle, 2021). The World Travel and Tourism Council (WTTC, 2022) emphasize the significance of ongoing training to retain and develop skills in the travel and tourism sector. This program aims to equip the workforce with updated digital skills to address future skill shortages and enhance customer service quality. Overall, improving the digital skills of employees in tourism businesses will cut costs, save time, and make organizations more competitive (Pshenichnykh and Novi, 2023).
Digitalisation such as cloud and mobile technologies, Artificial Intelligence (AI), VR and AR implementation, and costly training, staff shortage and high salaries are the primary reason for the digital skills gap in hotel industry, firstly, based on the research of Buhalis (1998), where he highlighted that potential tourists are becoming increasingly independent and sophisticated in arranging their trips. They now utilize various tools such as reservation systems, virtual tourism agencies such as Booking.com, TripAdvisor and Expedia, search engines like chrome, safari, google, meta-search engines, destination management systems such as visitBritain.com, social networking platforms such as TripAdvisor, Facebook, Instagram and ways, web 2.0 portals, Kelkoo and other the price comparison sites, individual suppliers and intermediary websites (Buhalis and Law, 2008). Customers now anticipate an even more tailored and well-organized experience, such as smart rooms, where provided individual favourites and smoothly mobile check-in, contactless key, and kiosk for check-in. Thus, businesses prioritize enhancing the customer experience to meet the changing expectations of modern, digitally literate consumers (Buhalis and Law, 2008). Because of the digitalisation of the industry customers can rest assured that the values that matter most to them will continue to be upheld. Therefore, to be competitive in the industry Cloud based property management system (PMS) is a dynamic tool that manage hotels property, track guest information, and streamline various operational processes. It is integrated with other systems, such as booking engines, payment gateways, and CRM and PMS systems, which makes it easier for hotelier to manage multiple processes from one platform (Gulmez, Ajanovic and Karayun, 2014). Cloud and mobile PMS technology bring many benefits to hoteliers, but they also pose challenges that need to be addressed. Hoteliers need to invest in technical knowledge and resources to implement and utilize these solutions effectively. Additionally, they must prioritize data security and ensure seamless integration with other systems. With the proper support and resources, hoteliers can successfully adopt cloud and mobile PMS solutions, staying competitive in the dynamic hospitality industry. Therefore, Cloud and mobile payment technology can enhance the mobility of the business. With mobile apps, tablets, and web browsers, hoteliers can access their data from anywhere. This enables real-time management decisions and keeps operations smooth, even when staff are not at their desks (Moraitis, 2018). In this context, the customers of Gravesend Central only books their stay by online platform and through the hotels’ website. There is no direct telephone booking, as a result when any guests have trouble booking by online and calling hotel, the staffs in the reception areas are unable to help them with the booking because of lack of knowledge of digitalisation. However, the online booking system is interconnected to the PMS system and guest can personalise their preferences, before arriving in the hotel, such as extra pillow, payment or need any cot (Premier Inn, 2024).
Guest can have a real-time view of the hotel by the cloud-based `CRM and PMS system, and it will help the staff to tailor the guests’ need by providing more information. They are using Amadeus Payment platform to process guest payments more efficiently and safely (Jones, 2017). 
Moreover, this technology facilitates a seamless guest experience, allowing guests to use their mobile devices to access services like room selection, check-in, and service orders. With a mobile PMS, guests can tailor their arrival experience. They can opt for a contactless check-in via their device or choose a personal welcome from a hotel staff member equipped with tablets, turning the lobby into more than just a check-in area (Gulmez, Ajanovic and Karayun, 2014). However, one of the major problems for hoteliers is the lack of technical expertise needed to utilize cloud and mobile PMS solutions efficiently. Many staff are unfamiliar with the latest technology and may struggle to grasp and implement these solutions (Gulmez, Ajanovic and Karayun, 2014). Digital literacy in the front office staff in Gravesend Central can solve the issues like customer waiting check-in and taking payment and issuing refunds.
Relatedly, Data privacy is one of the curial challenges for the hoteliers, as they have more personal information of the guest to personalise their stay. As a result, to safeguard sensitive data, transparency and strong security measures are essential (Jorres, 2023). Lack of digital experience can bias this data and cause severe drawback for the business. Front office staff need to be very vigilant and sensible when utilising data of customers.
Secondly, Artificial intelligence represents the forefront of innovation in the hospitality industry, actively reshaping it by relieving hoteliers and staff from tasks that demand significant effort, time, and manpower and AI focused systems continually adapt and improve through interaction to enhance their performance (Moraitis, 2018). Moreover, it enables guests to have more creative and unforgettable experiences by introducing new gears like robots or voice-activated assessments. These tools decrease concierge in the hotel lobby, AI assist hotels in meeting customer expectations by delivering immediate and accurate response to guests (Kichan et al., (2021). Additionally, AI provides personalized service to specific customers and predicts their needs and preferences. Additionally, it broadens the experience to encompass the entire tour, as front office staff can co-operate with visitors anytime and anywhere before and during their travels (Kichan et al., (2021). Furthermore, Chatbots are among the most prominent AI applications in the hospitality industry, offering significant benefits for guest interaction and communication. Through online chat or messaging services chatbots are interact with guest. They assist potential guests with direct bookings and offer room service once guests are on the property. Overall, they promptly respond to guest inquiries and 24/7 provide satisfactory solutions, which reduce the time to serve customers (Ivanov and Webster, 2017). AI generate immediate responses to guests’ reviews on media platform, it can help to optimise the staff schedules using by occupancy forecast and productivity data from operation departments (Michalis, 2024).
Efficiency in AI in front office staff will help them to help guest any unsolved problem, such as if any guest wants to use kiosk and voice command applications and need help with that then digital efficiency of the front office staff can make it better for the guest service. Additionally, In-room technology that allows customers to control temperature, lighting, and curtains (Kichan et al., (2021). Delivery robots and concierge robots are popular technologies to enhance the customer satisfaction (Kichan et al., 2021). However, hotel staff in Gravesend Central are not enough trained to operate AI and AI application or any issues related to using and fixing them which results unhappy customer.
Thirdly, Training staff to ensure secure, effective, and efficient operation of robots, kiosks, or touch-screen boards can be significant, especially for large companies with various types of such technologies (Ivanov and Webster, 2017). However, Microsoft (2020) stated that 37% of industry leaders pointed lack of budget and 28%-pointed lack of digital skills investment strategy is the one of the main barriers of the staff training, which creates digital gaps in the industry. Ivanov and Webster (2017) also mentioned that hiring IT specialist and specialists to operate and maintain the robot, kiosk chatbots is very costly. On the other hand, companies such as Facebook are offering high salaries to the newly graduates that most tourism companies cannot afford (Dogru et al., 2019). In Premier Inn Central, Gravesend, the digital skills gap is a very serious issue, beside the reason discussed above staff in front office having difficulty using new PMS system Opera (Premier Inn, 2024) since they are not having enough training, as a result customer must wait longer for check-in and having issues with payment, refund and booking (TripAdvisor, 2024). 
6. [bookmark: _Toc168147412]Conclusions and Recommendations:
The tourism and hospitality sectors are embracing digital advancements to match the evolving needs of travellers due to the increasing impact of technology on daily life (Mintel, 2018; World Economic Forum, 2018). However, it faces a persistent and increasing challenge in the form of digital skills gap. In this conclusion, we summarise the key findings and implications of this issue, acknowledging the current difficulties and proposing a set of recommendations for addressing this crisis. 
Firstly, enormous number of digitalisations such as cloud and mobile technologies, artificial Intelligence, VR and AR implementation is the prime reason for digital skills gap in the hotel industry. Potential guests are becoming independent and sophisticated in arranging their trips by using reservation system, online booking, web 2.0 and price comparison sites (Buhalis, 1998; Buhalis and Law, 2008). Cloud based property management system is a dynamic tool which makes it easier for the hotelier to manage multiple processes from one platform (Gulmez, Ajanovic and Karayun, 2014).), however, it is difficult for staff to manage if they are not digitally literate.
Secondly, Artificial intelligence represents the forefront of innovation in the hospitality industry, actively reshaping it by relieving hoteliers and staff from tasks that demand significant time, effort, and manpower and AI driven systems continually adapt and improve through interaction to enhance their performance (Moraitis, 2018). AI generate immediate responses to guests’ reviews on media platform, it can help to optimise the staff schedules using by occupancy forecast and productivity data from operation departments (Michalis, 2024).
Thirdly, lack of training is emphasising the digital skills gaps in hotel front of office staff. However, Microsoft (2020) stated that 37% of industry leaders pointed lack of budget and 28%-pointed lack of digital skills investment strategy is the one of the main barriers of the staff training, which creates digital gaps in the industry.

Recommendation:

To address the pressing issue of digital skills gap in the hospitality industry and mitigate its detrimental effects, a set of comprehensive recommendations is offered below:
· Educate the staff in digital literacy by online classes.
· Arrange hand on training for the existing employees.
· Managers need to be educated in the digital sectors too.
· Partner with IT companies to trained staff in the highly advanced digital sectors such as AI, VR and AR.
· Provide decent salaries for the staff retention.
· To answer the reviews on the media platform, use advance auto technology such as AI, which can lessen the workload of the front desk staff as well as managers.
· Training in a secure, effective, and efficient operation of robots, kiosks, or touch-screen boards can be significant (Ivanov and Webster, 2017) for the front desk office member.
7. [bookmark: _Toc168147413]Reflective Account: 

Reflective writing is now recognized as a crucial element of reflective practice, thus Learning from experience is essential. The literature on reflective practice asserts that reflective writing can enhance the writers’ critical thinking and analytical skills, support foster creativity, cognitive development, enable the making of unique connections between different pieces of information, and lead to the adoption of new perspectives on issues. These are all qualities that are expected in proficient researchers (Jasper, 2005). In this study, my learning outcome during the placement could be analysed through Gibbs’ reflective cycle, which consists of six consecutive stages.
[image: A diagram of a diagram
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Fig: Gibbs’ Reflective Cycle (The University of Edinburgh, 2020).
Description: 
I was performing my work placement at Premier Inn Central, in Gravesend. Which is a budget hotel with 69 rooms. As my placement requirement was to get experience in all department in hotel sector, I was first assigned to the Front office, where my main job was to interact with the guest coming and going and I had to deal with the guests’ enquiry, complaint, check-in, and check-out, in a regular basis. Additionally, I had to check their documents and then send them to my manager of the branch for operational purpose. Throughout the employment time, I observed regular issues related to the check-in and check-out at the hotel, improper room service, poor accommodation such as very hot rooms (TripAdvisor, 2023), blocked sink, stinky rooms. One day internet connection was down in the hotel and the restaurant, as a result there was major issues with check-in and chenk-out, taking guest payment and servicing their preferences, which delayed the whole process as it was not possible to do anything without the internet. Guest had to wait too long to check in, and as lack of digital knowledge and not having expertise in Premier Inn Central, Gravesend, receptionist had to call another site member to help them. There was a guest complaint that because of the slow service she had to wait in the reception for hours in the cold weather, where she was not wearing her coat. 
Feeling:
During my placement, I experienced the role of front office staff at the hotel and saw how this position could enhance customer satisfaction and overall experience and how digital literacy and proficiency can improve the delivery of the customer service. Additionally, my personal skills, digital skills experience and knowledge of the hotel business were improved, which will positively impact my future career opportunities and motivation. However, at the beginning of my placement, I encountered significant challenges in dealing with customers due to my lack of prior experience in PMS system and consumer behaviour within a real-life establishment. In this way, my colleagues, and managers of the site motivated and inspired me, enabling me to gain a significant amount of knowledge throughout the placement. 
Evaluation: 
The front office operation plays a crucial role in representing the overall service and treatment of the hotel, as customers first interact with the reception desk to address their queries about the hotels’ services and accommodations (Chaturvedi, 2020). While I was working at the hotel, I saw customers brings their problems to me. Where they share their problem which significantly influenced their satisfaction or dissatisfaction. Moreover, one of the key factors is communication in the front desks’ operation, as it enables the identification of customers' issues and requirements (Rudd and Mills, 2015). I engaged with the guests in a friendly manner and tried to resolve their issues as much as possible while customer interact occurs. Furthermore, I consistently completed my tasks on time and delivered services within the specified timeframe such as co-pilot tasks, health and safety measure, room checks, sending emails to the regional Manager, room booking and housekeeping allocation which increased my enthusiasm for the job role. 
However, for front office staff situational analysis is another crucial factor. Thoroughly understanding the situation needs resolving issues by effective customer handling (Clarke, Washburn and Friese, 2022). Additionally, front desk employees should be well-versed in the hotel's terms and conditions. In this context, I sometimes struggled to resolve issues related to issuing refund, allocating housekeeping tasks or accommodation problems, which hindered my professional experience. Moreover, my lack of awareness of the hotels’ terms and conditions and lack of knowledge of using PMS system created further challenges for me.
Analysis: 
While working in the placement, I realized that consumer loyalty and satisfaction were heavily influenced by the act of the front office staff, which, in turn could enhance the brand value (Chaturvedi, 2020). Leveraging my effective communication skills and efficiency in Microsoft Office, I successfully interacted with customers and understood their problems. Also, my communication skills and IT skills facilitated learning from senior managers in the reception area, significantly improving my overall learning outcomes.
Additionally, possessing proper time management skills can aid in completing tasks promptly, thereby enhancing an individuals’ potential. I personally experienced this while handling documentation processes, which led to recognition from my manager. However, my shortcomings in situational analysis skills occasionally hindered my ability to provide optimal solutions to guests, potentially affecting their satisfaction. Additionally, my lack of knowledge about the hotels’ terms and conditions and efficiency in using PMS system may have limited my ability to effectively serve guests.
Conclusion: 
At the conclusion of my reflection, I can affirm that my placement at premier Inn Central, Gravesend significantly contributed to the development of my professional knowledge about hotel operations. Serving at the front office reception area provided me with valuable experience in guest attendance, IT section, PMS system and communication skills within the hotel business. However, I have identified several key skills that require improvement. Based on this realization, the following action plan could assist me in enhancing my future professional skill development.
Action Plan:
Using the Gibbs Reflective Cycle model to develop an action plan can effectively improve weak skills by fostering growth factors. For the digital literacy and efficiency in operation of the PMS system, I need to do online training and IT course which will help me with the future job hunts. Efficiency and excellent capability in IT such as PMS, Microsoft Office, and Artificial Intelligence (AI) will open a wider path for me with a decent salary.
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