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[bookmark: _heading=h.gjdgxs]Student journal
[bookmark: _heading=h.30j0zll]Introduction
In today's hospitality industry, the use of technology has become a fundamental aspect of efficient and successful operations. One of the most crucial technological tools in the front office of a hotel is Property Management Software (PMS). PMS is designed to automate and manage various operations, such as room allocation, billing, and reporting (Ansah et a., 2012). As a student of the hospitality industry, I recognize the importance of having knowledge about PMS and its significance in the front office. In this journal log, I will summarize my learning on the topic of PMS in the front office, including personal reflections, industry discussion, and how I plan to apply my theoretical knowledge while working in the hospitality industry.
[bookmark: _heading=h.1fob9te]

Importance of Property Management Software in the front office
The use of Property Management Software (PMS) in the front office of a hotel has become increasingly important in the hospitality industry due to its ability to streamline operations, enhance the guest experience, and increase revenue.
Firstly, PMS can automate repetitive and time-consuming tasks, such as data entry, room allocations, and billing. This automation can lead to increased efficiency, allowing staff to focus on providing high-quality service to guests. Secondly, PMS can provide real-time data and reports, enabling hotel managers to make data-driven decisions and adjust operations accordingly. This can result in better allocation of resources, increased revenue, and improved guest satisfaction (Dev et al., 2017).
Moreover, PMS can enhance the guest experience by providing personalized service, such as room preferences and special requests. It can also facilitate communication between staff members, ensuring that guest requests and complaints are addressed promptly. PMS can also be integrated with other software systems, such as customer relationship management and revenue management, providing a more comprehensive solution for hotel operations (Frye, 2012).

[bookmark: _heading=h.3znysh7]Moodle and its experience
The content available on Moodle for the topic of Property Management Software (PMS) in the front office was appropriate and comprehensive. It included detailed explanations of different types of PMS, their features and functionalities, and how they can be integrated with other software systems. The course also provided practical experiences, such as using different PMS software and analysing data, which helped me to understand the topic better (Ivanov, 2014). The interactive discussions and assignments on Moodle also helped me to apply my theoretical knowledge to real-life situations and enhanced my understanding of the importance of PMS in the hospitality industry.
[bookmark: _heading=h.2et92p0]Knowledge on the topic
Before taking this course, my knowledge of Property Management Software (PMS) in the front office was limited. However, through the course content and practical experiences, I have learned about the various types of PMS, their features and functionalities, and how they can be integrated with other software systems. I have also gained an understanding of the benefits of using PMS, such as increased efficiency, accuracy, and productivity in the front office. Additionally, I have learned how to operate different PMS software, analyse data, and make data-driven decisions. Overall, this course has provided me with a solid foundation of knowledge about PMS in the front office, which will be invaluable in my future career as a hospitality professional (Mathews, 2012).
[bookmark: _heading=h.tyjcwt]Skills acquired.
Through my learning about Property Management Software (PMS) in the front office, I have acquired several new skills and knowledge. Firstly, I have gained an understanding of the various types of PMS, their features and functionalities, and how they can be integrated with other software systems. Secondly, I have learned how to operate different PMS software, analyze data, and make data-driven decisions (Abad et al., 2019). I have also gained knowledge about the benefits of using PMS in the hospitality industry, such as increased efficiency, accuracy, and productivity in the front office. Additionally, I have learned how to personalize service for guests through PMS, enhance guest experience, and increase revenue for the hotel. Overall, this course has provided me with a comprehensive understanding of PMS in the front office, and I am confident that these new skills and knowledge will be beneficial to my future career in the hospitality industry.
[bookmark: _heading=h.3dy6vkm]Application of knowledge in the future
As a student of the hospitality industry, I recognize the importance of having knowledge about Property Management Software (PMS) in the front office, and I plan to apply this knowledge in my future career. Firstly, I will use my understanding of PMS to select the appropriate software for a hotel's front office, based on the hotel's specific needs and requirements. Secondly, I will use my knowledge to operate the PMS software, manage reservations, allocate rooms, and perform billing and reporting tasks efficiently (Moreo et al., 2013). I will also be able to analyse real-time data and make data-driven decisions to optimize hotel operations and enhance the guest experience. Additionally, I will personalize service for guests through PMS and ensure that their requests and complaints are addressed promptly. Overall, my knowledge of PMS will enable me to provide efficient and excellent service to guests and contribute to the success of the hotel operations.
[bookmark: _heading=h.1t3h5sf]Personal Reflections
A PMS is a software system designed to streamline and automate front office tasks, such as managing uncertainties, receptions, and registers, tracking room availability and inventory, managing guest profiles, and generating reports. By using a PMS, hotels and other hospitality businesses can improve operational efficiency, reduce costs, and enhance the guest experience. Through this course, I have realized how PMS can streamline operations, enhance guest experience, and increase revenue for hotels. I have also learned how to operate different PMS software and analyse data, which will be beneficial in my upcoming career.
Furthermore, this course has assisted me to understand the importance of personalized service for guests and how PMS can be used to facilitate communication and address guest requests promptly. I have also learned how to make data-driven decisions, which will help me to optimize hotel operations and increase revenue (Omame and Tijani, 2018).
Conclusion
Technology has become a vital aspect of the hospitality industry's success and efficiency. Its integration has improved guest experiences, streamlined operations, reduced costs, and increased revenue for businesses. As the industry continues to evolve, technology will undoubtedly continue to play a critical role in its transformation and growth.
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https://www.trustpilot.com/review/www.expedia.co.uk
Dear [Guest's Name],
Thank you for taking a while to provide us with feedback regarding your recent stay with us. We are truly sorry to hear about the inconvenience and frustration caused by the unexpected roof damage and subsequent room unavailability. We completely understand how important it is to have a stress-free stay and we failed to meet your expectations.
While we do our best to inform guests of any changes or disruptions to their bookings as soon as possible, it seems that in your case, we failed to do so. We take full responsibility for the miscommunication and understand the frustration it caused.
Regarding the refund process, we apologize for any delay in processing and appreciate your patience. We have spoken with Expedia regarding this matter and have been informed that the refund was delayed due to a technical issue on their end. However, we are pleased to confirm that the full refund has now been issued.
We hope that you can accept our sincere apologies and recognize that we are committed to ensuring the satisfaction of all our guests. We would like to offer you a discount for your next stay with us as a gesture of goodwill. We value your patronage and hope to have the opportunity to welcome you back in the near future.
Thank you again for bringing this to our attention and for giving us the chance to make it right. If you have any further concerns or queries, please do not hesitate to contact us directly.
Warm regards,
[Your Name]
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https://uk.trustpilot.com/review/www.expedia.co.uk?stars=5
Dear Taylor Watson,
Thank you for taking the time to write this positive review of your experience with our hotel and with Expedia. We are thrilled to hear that despite encountering issues during your stay, our customer service team was able to provide a quick and efficient resolution to the matter.
At Marsh Stays, we take great pride in providing exceptional service to our guests and ensuring that their experience with us is a memorable one. It is unfortunate that you had issues during your stay, but we are glad to hear that our team was able to turn the situation around and provide you with the support you needed.
We greatly appreciate your feedback and will use it to continue to improve the services we offer to our guests. We are committed to providing a high level of customer service and ensuring that our guests have a positive experience with us from start to finish.
Once again, thank you for choosing Marsh Stays and for sharing your experience with us. We hope to have the opportunity to welcome you back in the future and provide you with an even better experience.
Sincerely,
[Your Name] Marsh Stays
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Hotel Marriott
10 Fleet Street
London EC4Y 1AU
+44 20 3981 8000
reservations@hotelmarriott.co.uk
1st January 2023
Dear Valued Guest,
We hope this letter finds you in excellent health and in a joyful state of mind. We are writing to express our deepest remorse at having to notify you that the reservation you made for a hotel with us between the 7th and 21st of January 2023 has been cancelled. We sincerely regret for the difficulty this may have caused, and we are aware that this may cause your travel arrangements to be altered.
We regret to inform you that we are unable to honour your reservation at this time due to upcoming construction in the lobby and reception area of our hotel. We are ecstatic to let you know that we are now in the process of changing our hotel into a setting that is even more opulent and revitalising for our guests. Our plans for the refurbishment include the creation of a wellness centre, complete with a spa and treatment rooms that will give you with a one-of-a-kind experience that is unparalleled in terms of relaxation and regeneration.
We are aware that hearing this information may be disheartening; nevertheless, we want you to know that we are making every effort to ensure that this process is as easy and stress-free as it can possibly be for you. We would like to extend our deepest apologies to you and tell you that we are doing all in our power to make sure that any future time you spend with us will be an experience you will never forget.
We would like to offer you a complimentary stay with us for two nights at a later period, subject to availability, as a way of demonstrating our gratitude for the fact that you have understood our position. In addition, we are pleased to provide you with a 20% discount on any future reservations that you make with our company.
We are sorry to hear that this circumstance may have resulted in any changes to your travel plans, and we would be happy to assist you in any way that we are able. If you have any questions or need any help locating an alternate place to stay, please let us know and we would be pleased to assist you in locating an alternative hotel in the area.
We are also pleased to assist you with any future reservations that you may have, and we would want to reassure you that the level of service that you have come to expect from us will either remain the same or improve even more.
We are grateful for your continued patronage of our establishment, and we really hope that you will accept our genuine apologies as well as our promise to put things right. Please do not be reluctant to get in touch with us at any time if you need assistance or have any questions or concerns.
We would like to take this opportunity to extend our sincere apologies for any trouble this may have caused, and we look forward to seeing you again very soon.
Sincerely,
[Your Name]
Guest Relations Manager, Hotel Marriott
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Dear Mrs Lewis,
Thank you for taking the time to bring your recent experience to our attention. I am sorry to hear that your stay with us did not meet your expectations and that we have fallen short of the standards that you and our other guests have come to expect from our hotel.
I am sorry for the confusion caused at the time of check-in. An overbooking is a situation when we accept more reservations for a particular room category than the number of available rooms. It is an uncommon occurrence, and I apologize for any inconvenience that it caused you and your family. I understand how important it is for our guests to have a room that meets their expectations and your experience of being relocated to another room did not meet your expectations. I apologize for the room allocation that you received; we should have informed you beforehand and explained the situation in detail to avoid any confusion.
We take great pride in the cleanliness of our hotel and I am sorry to hear that you found the room to be dirty and with a damp smell. We have taken immediate steps to investigate the matter, and we will make sure that all our rooms undergo regular maintenance and deep cleaning. I am sorry that we were not able to offer you an alternative room to move into, and I appreciate the inconvenience that this caused you and your family. We could have made arrangements to move you to a room that met your expectations, and I am sorry that we were not able to deliver on this.
As a gesture of goodwill, I would like to offer you a complimentary stay in one of our newly renovated family rooms. We will ensure that you are accommodated in a room that meets all your requirements, and I hope that this will help restore your faith in our hotel. Please contact me directly, and I will be happy to make the necessary arrangements for your future reservation.
Once again, please accept my sincere apologies for the inconvenience that you and your family experienced during your stay. I would like to thank you for bringing this matter to our attention so that we can take appropriate action to improve our services. If you require any further assistance, please do not hesitate to contact me directly.
Yours sincerely,
John Smith 
Guest Relations Manager, Hotel Marriott UK.
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Excellent Customer Service

Following issues with my stay at one of the hotels listed on the expedia.co.uk site
Expedia was very quick to resolve matters and offer me a refund all of which was
undertaken in a professional and efficient manner via live chat customer service.

Date of experience: 10 March 2023
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Cancelled with no notification

Booked a hotel through Expedia. When we got there they told us that the roof was
damaged and our room wasn't available. They'd told Expedia 3 days previously but
no-one told us, so we were stranded with a vulnerable child.

It took Expedia a month to refund our money.

Date of experience: February 26, 2023
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