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As per task requirement, the key skills required to work within the front office are incredibly important to maintain operational efficiency and exceptional customer service, on my learning log I will reflect on these skills, identify and analyse my own skills and experience according to hotel front office and link them to theoretical principles along with industry examples of the key skills identified.
Skills for hotel front office personnel: leadership, which help personnel to take responsibility of the front desk and give positive example to other members of how to manage a busy environment. Attention to details skills prevent problems which can affect the guest experience while you are multitasking. Adaptability gives team a different view as a positive advancement when changing workplace or shifts. Patience skill is a requirement when working at front office, being patience will make a comfortable environment for everybody. Communication skill give team ability to identify and discuss problems for areas which needs improvement. Teamwork skill makes front office team to work effectively and achieve excellent quest experience.

According with Anshumali, P. (2021) the front office department is more than just a job, is an opportunity to make a lasting impact on the guests you serve and to be part of crating memorable experiences, embrace the challenges, opportunities, and the journey of becoming the best front office employee you can be. Front office department is the first point of contact for our clients, visitors and guests, this department have various responsibilities and functions which contribute to effective management of: reservations, departures, arrivals, quest enquires providing information’s and assistance to guests throughout their stay.
The key skills that are required to work within hotel front office sometimes varies from business to business and their standards. Yoong and Lian, (2019) states that the communications skills are incredibly important for engaging with the customers in hotel industry. Anshumali, P. (2021) states that: customer service orientation, problem solving and adaptability, ability to multitask, time management and technology proficiency are a combination of organisational and interpersonal skills that are required to contribute overall success of the business.

Using the ERA Cycle model, I will guide myself to self-reflect on my own skills and experience that I have been through at front office during school placement. My first placement was to Premier Inn which I was extremely glad about it because I have worked with them in the past as a housekeeper and I was already familiar with their standards. In my third week of placement, I was assignment to front desk under manager supervision, I was happy welcoming the new arrivals guest and check them in, while doing already this task the telephone ring for some room enquires. In a calm manner I have answered at the telephone while I was checking quests in, the manager stare at me incredibly surprised the way how good I was handling the tasks as a student, then said that for a moment  forget I am a student, she thought I  am one of the front desk employees, even the quest were supportive saying that I have done a great job so far and not let them wait . 

Reflecting on my experience mentioned in the text I can said that I have felt valuable front of the manager and customers, being able to multitask and maintain elevated level of professionalism I know I have manged the situation correctly. Additionally, the manager gave positive feedback while doing the handover for next shift which took over the desk. What I have learn from this situation is that: maintaining a calm manner during busy environment and ability to multitask accordingly and prioritise tasks efficiently can give you a great motivation at the end of your shift for you to take home. 

To respond promptly in similar situations, I will keep shadowing the hotel front office team for the next two weeks to face different costumers' behaviours and decision making, problem solving and how team deal with so I can take this as further learning in my portfolio. According with Olimovich, D.et al, (2020) studying customer behaviour is an ongoing process without which the enterprise will not be able to function successfully.

Linking to theoretical principles related to hotel front office such as ability to multitasking is a relevant job requirement in contemporary workplace which resonate with my skills experiences in multitasking.

Givig an example of industry skills identified ,in my previous experience a customer approach the front desk being unhappy with his diner by  not meeting his expectations, putting in application my knowledge of effective communications skills I have listen to the costumer concern and apologies for the inconvenient, in a calm manner I solved the issue by giving him a 50% off discount for diner making sure that the costumer felt appreciated and understood. Reflecting on this situation I do think that being patient with the customers and even with our colleagues we build up a valuable relationship which can lead to great and professional experiences.















































	
[image: ]

Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%
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	Letter of complaint response 500 words +/- 1-%
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Element 1 – Pre-Arrival 


	







	
Element 2 – Arrival 


	








	
Element 3 – Duration of stay 


	








	
Element 4 – Departure 
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