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Introduction
The hospitality industry is an important sector because it undeniably represents the country in front of international tourists or people similar to this category. The first representative, in this case, is the person manning the hotel's front desk, and I am well aware of this fact because I have experience.
Required Skills for a Hotel's Front Desk
Before I highlight the skills I think are significant for a hotel's front desk agent or worker, it is vital to point out what abilities are typically needed from such a position. Since this worker is the first face that guests encounter when they first enter a hotel, the importance they hold is immaculate. Therefore, a hotel's front desk workers need to be polite, courteous and have excellent manners because new guests would expect to see someone friendly and ready to help them when they enter (Park and Kim, 2021). Furthermore, besides greeting and bidding farewell, such workers also have to be skilled in communication, customer service, organization, and working under pressure (Olimovich et al., 2020).
Personal Reflection and Experience
Now that it is revealed what skills are typically required from a hotel’s front desk receptionist or agent, I do agree with these, but I have to point out that aspects, in theory, are entirely different from aspects in practice, including in this case, too. Therefore, in my opinion, apart from the usual skills required for this position, the critical abilities here are having a lot of patience, stamina, and quick problem-solving skills, and I speak from experience. One summer, I decided to step foot in the professional world, and I did that by applying for the front desk job at a small hotel in my town. I got the job, and although the hotel was local and small, my manager expected the best from his front desk agents, and considering how much I have learned about the position, I couldn't blame him. Hence, after working several days as this worker, I have to say that in order to perfect the duties presented here, one needs to have a lot of patience. All kinds of guests come to hotels, which means people who expect the front desk agents to solve their issues quickly are also entrants, so undesirable situations arise every now and then (Ustrov et al., 2016). However, a skilled front desk worker can handle them calmly and patiently, resulting in no damage to the hotel's reputation and a boosts in customer service. Furthermore, such workers also need a lot of stamina because they have to stand or wait behind that desk throughout their shift. Since I got tired of waiting quickly, I did not last long on the job, but it was an enlightening experience because it taught me what it was really like to work as a front desk manager. For further elucidation, I can highlight an industrial example by putting St. Regis forward, which is also an attractive hotel on a job basis. The hotel is particularly keen on hiring skilled workers for its front desk because it knows they will act as its representatives, which is why visually appealing desks in magnificent reception areas are focused on (Andreawan et al., 2022).
Implications for Industrial Work
Furthermore, even though I performed poorly in the mentioned summer job, I still want to work in the hospitality industry because of all the theoretical knowledge I gained thanks to this module. Hence, now that I know what skills are required from front desk agents, I believe I would perform much better if I got hired by a more prominent hotel. The skills, plus the significance of the position, I learned from this module, and its tasks showed me how demanding yet fulfilling this job can be, and I can apply this knowledge to be a better worker and representative for the hotel that employed me.
Significance in Hospitality Industry
Lastly, besides teaching me about the hospitality industry and the skills required for each position, I also learned how important this topic is for the industry through this module. A hotel's front desk acts as a reception, so it evidently is the place where new customers go if they want to book rooms, make reservations, or file a complaint. Therefore, the person working behind this desk is a representative of the entire hotel, which is why it needs to be positive, courteous, and hospitable in every way to positively influence consumer behaviour (Zhao and Guo, 2019). As a result, understanding the skills required for this position is necessary because it unravels the reasons why they are needed in the first place.
Conclusion
In conclusion, this learning log, or journal, highlighted my journey facilitated by this module and my personal and professional experiences in the case of hotel’s front desks and what skills are required by the candidate wanting to work in such a position. The case was strengthened with theoretical knowledge and my own encounters in the field.
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Component Two:
Contribution to Overall Module Assessment: 25%
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 a quick resolution of this scenario in the future?


	When new guests enter the hotel, I will greet them with a polite nod, a warm smile, and a hearty greeting to make them feel immediately welcomed on the premises.
	To ensure all operations run smoothly while I am at the desk, I will pre-plan them, meaning I will list down everything I have to do apart from welcoming customers in organized time slots.
	I believe this plan would be effective as I would not only be productive but would also take care of important jobs, so I do not have to think about them when I am dealing with customer complaints, requests, or reservations.
	However, if things do not go as smoothly as expected, the contingency plan set will be to remain calm under pressure, multitask, and keep an eye on the Guest Balance sheet so the track can be recorded.

	Apart from welcoming guests and making their reservations, I will also ensure I receive phone calls and respond to online website activity at the right time and at the right pace.
	To make sure such operations go smoothly, I will carefully study what the online customer wants and then proceed with checking for availability, so later complaints can be avoided.
	I reckon that this procedure will be smooth and effective because it will allow me to cater to the customer’s needs. If all needs are met before the reservation is even made, I believe customer satisfaction will be in due.
	To deal with similar situations in the future, I will aim to explain to every customer why specific needs cannot be met, but will offer them alternative aspects to appease them.

	Next, the other duty I will focus on to strengthen the hotel's reputation is by managing and responding to offline and online feedback.
	Whenever I am faced with a complaint, I will listen to the guests silently and respectfully instead of refuting them, especially if it is a heated one. Once they are done complaining, I will present the quickest solution. 
	This plan will be effective because hotel guests want to be listened to when they have a complaint. If I do that, they will automatically get ready to listen to me in return, so understanding and trust will be developed.
	To face similar situations in the future, I will make a note of the complaints, fix them as much as I can, and make sure mitigations are in place. This is so future customers cannot be bothered by the same thing. For instance, if someone complains about towels, I will make sure to install clean towels in the room for future guests.

	Since I can only do so much behind a desk, I will try to win the trust of the housekeeping staff so they can take about the room quality and other amenities.
	The operations will be smooth because I will keep the housekeeping staff up to date with all the latest requirements and complaints so they can fulfil them as quickly as they can.
	I believe this plan will be effective because, at the end of the day, most of the complaints are of a nature that the housekeeping staff can fix, so engaging with them is the best possible solution.
	If I ever faced a similar situation in the future, I would get friendly with the housekeeping staff, exchange numbers, and call them whenever an urgent task arrived so they could handle it.

	Finally, after everything in question, I will make sure that the guest log book is up to date so nothing can be amiss.

	For smooth operations, I will keep noting down every guest's profile and payment in Sheets to keep a record so if any complaint arises; I will know where to find them.
	This process will be proficient and will make my jobs easier because searching for guests can be a challenging task, which is why having them in one place will aid in ensuring everything is taken care of.
	For future scenarios, I will encourage my fellow front desk workers to do the same so every guest staying in the hotel would be familiar to us, along with expected needs.



Component Three:
Contribution to Overall Module Assessment: 50% (1000 words +/- 10%)
Writing in essay format - Describe the key elements that are required when considering these four elements of hotel operations:

	
Element 1 – Property Management Systems (PMS)


	To begin with, the first significant hotel operation is a Property Management System, abbreviated to PMS. This is defined as a management system facilitated by a hotel to manage front-office jobs like making reservations, checking in and checking out guests, handling rooms, and managing finances (Yi et al., 2018). Therefore, the system is essential because it helps a hospital execute excellent service. Since it is necessary, the elements required for it are focused on with the utmost consideration. Here, the first element is using innovation. Many renowned hotels have started innovating themselves as per the Industry 4.0 standards to ensure their PMS software is outstanding (Turner et al., 2017). This is mainly since such a system can be used in any hotel, regardless of size. Secondly, another element concerned with this software is perfecting a hotel's duties. Typically, since many guests crowd over a hotel’s staff, responsibilities become unmanageable. However, with PMS, such elements are not fretted over because they handle E-services, inventory management, and reservation duties, which are basically a hotel’s primary expectations that it has to fulfil with as much excellency as possible (Abukhalifeh and Pratt, 2022). Moreover, another element to be focused on here is how a PMS can help a hotel keep track of its revenue by proposing an efficient system that puts forward expected occupancy rates to ensure every customer need is met. Hence, with the exemplary implementation, PMS can work wonders for any hotel, regardless of its size or reputation, which is why its required elements are given importance like no other.

	
Element 2 – Hotel reputation


	Secondly, another essential and inevitable element dealing with a hotel's operations is its reputation. A hotel's reputation is essential to the business, even more so than other companies in other industries, because it shapes its perception and image in its customers' eyes (Lai, 2019). For instance, if a hotel’s reputation is excellent, potential customers would be interested in paying it a visit. However, if the alternative is the case, then the customer base might decrease. Therefore, it can be said that the hotel’s reputation is a significant asset to its business growth. Besides this, another element that can be linked to this operative tool is stakeholder management. An excellent reputation would will stakeholders pay more attention to the business, which would, in turn, help the hotel achieve competitive advantages, which are necessary for an industry like the hospitality sector as threats of substitutes are astronomically high (Jalilvand et al., 2017). To break this important element down, it can be claimed that a hotel's reputation is shaped by its housekeeping services, front desk agents, room and accommodation quality, hygiene, social duties, communication, and hospitable behaviour (Lai, 2019). If these are met perfectly, then the hotel is more likely to enjoy a good reputation. As a result, a hotel’s primary aim is to maintain its reputation and ensure it is being presented to potential customers and stakeholders in a positive light so business growth can be certified. Finally, in order to do this, customer satisfaction is a vital element because it directly influences a hotel's reputation, which is why every service being offered is done with the question of whether it will satisfy customers or not.

	
Element 3 - Communication 


	Thirdly, another critical element to discuss here in the case of hotel operations is communication. Since a hotel belongs to the hospitality sector, whose primary purpose is to make people feel welcome as it takes care of them and provides them temporary abodes, communicating with the customers is next to necessary. However, its scope does not just end here (Xu and Li, 2016). Firstly, a central element connected to excellent hotel communication is skilled management. It is believed that when hotel managers know the full potential of effective communication, every customer need will automatically get fulfilled. This is because an adequate communication flow would build trust between employees, igniting better understanding and a healthy workplace environment, faster customer service, and increasing brand loyalty (Krizanova et al., 2019). Furthermore, the element connected to communication is how it can both meet customer complaints and resolve them. When an employee is skilled at communication, he or she would know how to handle angry customers, resolve heated debates, and solve the issue in two seconds flat, or at least calm the aggrieved guest down. Since it is a critical element, communication is divided into verbal, non-verbal, interpersonal, and written categories and every employee is expected to be skilled in them (Xu and Li, 2016). This also ensures diversity and inclusion on the premises, so every guest, regardless of their background, feels seen and welcomed. Therefore, excellent communication is critical to make sure customers leave the hotel satisfied and with a will to spread a good word about it.

	
Element 4 - Staffing 


	Lastly, another essential element found in hotels’ operations is staffing. Since being hospitable is its core, it is not a surprise that a hotel's staff holds a vital position in its business. To be more specific, staffing is defined as the recruitment process of individuals who are hired to provide services to customers. With the HR department typically being tasked to do this, staffing is ensured by hiring talented people who fit the job description, and the same thing happens in hotels (Chytiri et al., 2018). Furthermore, its elements can be broken down by noting the segments a hotel’s staffing procedure entails. Firstly, the line department consists of people in charge of the entire business, so their duty is to manage the overall operations by issuing commands, ensuring trends are being met, and certifying every role is filled with a talented individual. Secondly, another element is the staff itself, which is further divided into different departments. For instance, the culinary staff is responsible for the food and meal plans; the engineering department has to ensure everything, from air conditioning to electricity, is working; the housekeeping staff is accountably bringing room service, cleaning rooms, setting furniture straight, etc. (Olimovich et al., 2020). Hence, as this is exceptionally important for a hotel’s reputation, staffing is done with a mindful approach. The recruiting team has to make sure every candidate sits through an interview, where their body movements, manners, and skills are assessed. Therefore, if everything is done perfectly, the staff can make a hotel’s business grow a lot more than it is expected initially from them.
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