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	The attitude of the front desk staff should be appropriate towards the guests, as inappropriate behaviour will not make them feel at home in the hotel irrespective of the service (Bardi, 2010). During my tenure as font desk manager at Travelodge, I developed several skills. The learning log elaborates on those skills and how they helped me in the hospitality industry further. I will use Gibbs’ Reflective Cycle to analyse those skills.
[bookmark: _p61io3gbyuuw]Description
The description is the first stage of Gibbs' Reflective Cycle, where I will elaborate on the experience I had while working as the front desk manager. The very first quality that was required of me was I maintain cleanliness and be well-groomed during my service hours. Cleanliness is the first and foremost thing any customer will seek in the appearance of the staff before deciding to take service of the hotel (Corgel et al., 2011). Being well groomed helps the front desk staff build high self-esteem and self-confidence in the staff, which helps in communicating with the customers and anyone. In the end, the hotel will build a good reputation for the approach of the receptionist.
[bookmark: _buw085rjnbah]Feelings
The feeling is the second stage of Gibbs' Reflective Cycle, where I will explain the feelings and thoughts that came into my mind while I worked in the job role. As a front desk manager, I was reminded by the high authority that I will have very less scope of sitting down. Therefore, I needed to develop the skill of standing for a long time and greeting the guests firmly. The firm welcome with a standing ovation from the front desk manager instantly makes a good image of the hotel in the customers’ minds (Corgel et al., 2011). However, that skill was not so easy to build, as it was a bit painful. Still, the greeting back from the guests was the most feel-good reward that I received.
[bookmark: _p9hitxk7c163]Evaluation
Evaluation is the third step of Gibbs’ Reflective Cycle, where I will evaluate the positive and negative aspects of my situation there and find the reasons for so. I focused more on the grooming part, which resulted in good feedback of mine as well as the hotel's. On the other hand, the skill of staying calm was a bit undervalued. A good front desk manager must be able to control any kind of situation so that the brand value and image remain intact (Solomon, 2018). Moreover, the front desk manager also gets value for his service.
[bookmark: _3d2ahbenp6uj]Analysis
The analysis is the fourth step of Gibbs' Reflective Cycle, where I will analyse the causes behind the positive and negative experiences. Moreover, I will also analyse the net result of those. As I wanted to make a good impression on myself, my skills in grooming and communication with the employees and guests went on a positive note for both the brand and myself. However, my ability in handling a crisis was not well performed, as I became nervous many times thinking about the negative outcome of the situation. A front desk staff must emphasise building interpersonal skills as well as building good relationships with guests (Tewan, 2009). He must act accordingly when the situation is at stake. 
[bookmark: _ilinnrqmq7oa]Conclusion
The conclusion is the final stage of Gibbs' Reflective Cycle, where I will summarise the outcomes of all my experiences and learnings during my work tenure. A front desk manager should be skilled enough to apply the action plans those will help him handle tough situations and be able to serve the guests and make sure their stay is not hampered in any way (Tesone, 2015). As a front desk manager, my expertise was in the appearance of myself as the representative of the brand and building a good rapport with the guests and co-workers. However, I could have focused more on the customer retention rate by handling them well in a crisis. Still, I did my best what I could. 
[bookmark: _77uev11115dx]Action Plan
The action plan is the final stage of Gibbs' Reflective Cycle, where I will review the key role and responsibilities I carried out during my work tenure as a front desk manager. In addition to that, I will also discuss what and how I could handle things differently. A skilled front desk manager should be able to maintain an overall brand reputation by taking care of all the aspects of his responsibilities (Wood, 2013). Given my situation, I would focus on the improvisation of strategies so that I could swiftly handle the crisis. Moreover, I would emphasise the employees' behaviour and the all-round satisfaction of the guests.
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Componant 2:
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?


	A sufficient workforce is needed to maintain a smooth workflow in the hotel (Wood, 2013). So, first I will make sure that every single employee associated with the front desk management is present. 
 
	Observing the register and planning the work schedule accordingly helps in running all the operations (Fallon and Rutherford, 2010). I will go through the same and plan the total shift according to the job roles. 
	Every employee would deliver their best in the job if they were mentioned about their specific responsibilities (Johnston et al., 2012). That is why my plan of categorising their job for the day would help a lot.
 
	From next time onwards, there should be the inclusion of the scope of improvisation. As some unwanted incidents appeared, it was tough to solve them. That is why it is important to implement alternate plans (Rutherford, 2021).
 

	 
Guests nowadays prefer to reserve hotels earlier from their arrival (Bardi, 2021). Therefore, as a front desk manager, I would go through the reservation list.
 
 
	The employees involved in confirming the reservation should take notes of any change that happened in the last minutes (Shin et al., 2019). By coordinating with them, I will ensure the guests' preferences and the reservation updates.
	Checking the reservations is important as the whole business and the brand reputation depend on the same (Koh and Hassim, 2021).
	Making customised arrangements as per guests’ recommendations is important for maintaining the brand image (Liu and Liu, 2021). That is why I would keep in mind if the guests have any special requirements.
 

	Coordination with the customers is important to make sure that their stay is satisfactory (Alrawadieh and Law, 2019). Therefore, I will check with the guests by calling the in-room telephone line, personally or by sending employees about the service.
 
 
	Before the guests arrive, it is necessary to make the room and all arrangements ready for the guests (Zarezadeh et al., 2022). That is why the workers involved in the maintenance of the room should be instructed well.
	The reputation of a hotel builds on guest satisfaction (Aakash and Gupta, 2022). That is why looking after the guests are crucial for maintaining the brand's relevance in the hospitality industry.
 
	Many times guests need to be informed about cleaning or any operations going on before their check-in so that they might consider some difficulties the hotel is facing (Lee et al., 2020). I will make sure that transparency is maintained along with the guests regarding their stay.
 

	 Guests from different demographic segments would need a different type of stay and fooding (Xu et al., 2019). I would make sure that the need of their fooding habit is well responded to.
 
	A family stay may include babies or old age people, who will need medications and special kinds of food (Nunkoo et al., 2020). Therefore, I will make sure that their needs are shared among the employees involved in arranging for the guests and those needs are fulfilled.
 
	The guests need to be treated well and a good brand reputation will build up if each of the individual's needs is fulfilled (Olya et al., 2021). They will fill that they are given value. That is why special focus would be given to the information about their medications, food habits or any other arrangements.
 
	The employees should remain well aware of the guests’ needs (Aakash and Gupta, 2022). As a front desk associate, I would check through the intercom and personally if all their needs are well responded to.
 

	There should be a sufficient security system so that the guests never feel compromised. Moreover, the luggage and other belongings of guests should be kept safe (Bardi, 2021). As a front desk associate, I would ensure that there should be enough technological equipment and workforce needed to maintain the security in the hotel. 
 
 
	In between the stay, guests go out for their reasons. There is a high possibility of theft of their luggage if the security system is not sufficient (Bardi, 2021). That is why I will coordinate with the security department and housekeeping also, to make sure that CCTVs are working and the door locks are in good shape.
	There should be well integration between the front desk and the security department (Olya et al., 2021). Or else the reputation of the hotel will not build up to the level it needs. Moreover, it will not be able to keep its relevance.
 
	Along with the technology, there should be enough workforce and legal help available also so that the right procedures are followed if there happens any theft cases or unwanted issues at the hotel (Bardi, 2021).
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Component 3:

Describe the key elements that are required when considering these four elements of hotel operations:
	
Element 1 – Property Management Systems (PMS)


	Hotel operations are a large task, which is comprised of assimilating many steps, which are comparatively smaller in volume, still crucial for the overall operations. Property Management Systems or PMS is one such crucial factor of the same. Property Management System or PMS is a system that provides the hotel facilities of controlling all the reservations and other important administrative tasks (Bardi, 2010). The PMS have many important functions like tracking the reservations, taking care of the front desk operations, check-ins and check-out times of the guests, managing the rooms, providing appropriate accommodations for the guests according to their preferences and customisations, managing exact fare of the rooms, billing systems etc. and many more. The Property Management System helps in maintaining clear and transparent communication across all the departments of a property (Bardi, 2010). It delivers a clear conception to the owners and the management of the property that what condition it is in, what kind of threats and opportunities are there for it to keep its relevance in the hospitality sector, who are the prime competitors for the property, how can it overcome the factors that have raised as warriors in front of it raising as barriers, etc. If the PMS works fine for any property, it can easily identify its risk factors of it and act accordingly. As a result, the operational practices of the organisation will be better than earlier. Therefore, the service of the property towards the guests will be quite satisfactory. The hotel will build a good brand reputation out of it.

	
Element 2 – Hotel reputation


	Guests will only choose a particular hotel or foreign property based on what kind of service they provide to their customers. How well they arrange the rooms and how much satisfaction is provided to the guests. Nowadays, online media helps a lot guests in identifying the appropriate stay for their personal or professional trip. Therefore, the reviews or feedbacks other customers provide about a particular hotel on various search engine platforms and social media platforms help guests to decide whether they will choose the particular property for their stay or look for many other options (Solomon, 2018). That is why hotels can manage their perception among customers through a particular process, which is called hotel reputation management. Hotel reputation management helps the properties in monitoring and control the perceptions of the same among the customers online. The task comprises various kinds of steps. Those include tracking the websites where reviews are posted, engaging with the probable customers by creating content on their property and also creating engaging posts about the same, posting constantly the types of service and the favourites they provide and why are they beetle and one of a kind from other properties in that region, responding the reviews of previous guests with a proper attitude and logical explanations against any negative feedback etc. (Hammer, 2016). Constantly keeping those practices helps in the organisational goal of securing a better place in the competition.

	
Element 3 - Communication 


	Communication skills are a necessary need for any organisation in being successful in the hospitality industry. In the industry, the customers come to the property with the hope that they will get a home-like comfortable feeling and service. Moreover, the approach of the people who are in charge of serving the guests is one of the main driving forces of the hospitality industry. Any kind of miscommunication or wrong attitude to the guests may hamper the reputation and revenue of the property by a huge margin. Although communication with the guests impacts a lot on the success of any organisation, still the connection among the employees of the properties also creates a significant effect on achieving the organisational goal (Tewan, 2009). There should be transparent communication between the guests and the people, who are in charge of the hotel. Guests should be well acknowledged of the service given in the hotels and the kind of room arrangements the hotel will provide to them. If misleading information is given, the guests will not find it pleasant at all. Moreover, negative publicity will spread about the hotel for which the overall success of the property will be in stake. Apart from that, the communication with the staff is also very important. The employees are the driving force behind any organisation (Tesone, 2015). They provide their best work daily and makes sure that the organisation achieves the desired goal. That is why, it is important for them to maintain clear communication among themselves so that the operational practices of the organisation does not hamper by any means. 

	
Element 4 - Staffing 


	An organisation can achieve success only when the workforce wants it. The employees are the main driving force behind any organisation. Without their active association and enthusiastic dedication, the organisation can never meet the desired goal. To Ensure that the hotel really satisfies the guests and those guests talk about it positively in their feedbacks, the workers involved in making the proper arrangements are responsible for it (Corgel et al., 2011). The workers in any hotel should be well skilled to carry out the role and responsibilities required to meet the all-round goal of the organisation. There are various types of roles and ranks in a hotel as front desk associate, front desk manager, food and beverage manager, security manager, housekeeping manager, floor supervisors, banquet manager, stewards, porters, chef, etc. To make sure that every single guest is satisfied with the service provided in the hotel, the staffs need to well skilled and well equipped with the technology and another resources provided for the same. Many times, such cases happen where the guests does not return satisfied from a hotel because of the incapability of them to provide proper arrangement of their stay (Johnston et al., 2012). There are many reasons for that. Although quantity of the staffs is an important factor, still the quality of their skill surpasses every possible barrier that any appear while arranging for the stay and proper service for the guests. That is why hiring quality staffs is way more important than hiring excessive staffs.
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