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One of the sectors in the economy with the fastest rate of growth is the hospitality sector, which provides a wide range of services to cater to the requirements and expectations of various visitors. The front desk is considered the hub of all activities within a hotel, serving as the first point of contact for guests and playing a critical role in creating a positive guest experience. Working at the front desk of a hotel necessitates a wide range of technical and soft skills, such as effective communication, problem-solving, computer literacy, and knowledge of hotel operations, all of which contribute to the overall success of any hotel operation. In this journal log, it will be explored the key skills required to work at a hotel front desk.
As Bardi (2010) points out, working at a hotel front desk necessitates a wide range of technical and soft skills. Computer literacy and knowledge of hotel operations, for example, are essential for effectively managing reservations, checking guests in and out, and handling payment transactions. Soft skills, such as communication and problem-solving, are equally important because they allow front-of-house staff to effectively communicate with guests, colleagues, and other departments within the hotel, as well as find solutions to unexpected issues that may arise during a guest's stay. Furthermore, according to Tesone (2015), effective communication is a fundamental skill required for working at a hotel front desk. This includes both verbal and written communication, as well as active listening skills. Front-of-house employees should be skilled to communicate successfully with guests from a diversity of cultural settings, understand their needs and preferences, and provide clear and concise information. Moreover, Solomon (2018) emphasises the importance of problem-solving abilities at the front desk. Hence,  front desk personnel must be able to think on their feet and solve unexpected problems that may arise during a guest visit. For instance, if a hotel guest loses their luggage or needs to change their reservation quickly, the front desk staff must be competent in finding alternative solutions rapidly and professionally. This necessitates a combination of critical thinking abilities, creativity, and adaptability. Similarly, Tewari (2009) underlines that knowledge of hotel operations is also a critical technical skill required for working on the hotel front desk. Front desk personnel must have a thorough understanding of the hotel various room types, rates, and packages, as well as the amenities and services available to guests. This allows them to provide accurate information and recommendations to guests while also enhancing their overall experience. For example, a hotel guest may ask for a room with specific amenities, such as a balcony or a bathtub, and the front desk staff must be competent to access the hotel reservation system and check room availability and rates in order to provide the guest with accurate information. In addition, Vallen and Vallen (2012) suggests the importance of front-desk revenue management skills. Thus,  front desk personnel must be able to manage room inventory and rates in order to maximise revenue, as well as handle payment transactions and manage guest accounts, all of which have a direct impact on the hotel's financial performance. Also,  another important aspect are the  front-desk revenue management skills. Front desk personnel must be able to manage room inventory and rates in order to maximise revenue, as well as handle payment transactions and manage guest accounts, all of which have a direct impact on the hotel financial performance. Besides that, in the hospitality industry, the significance of the key skills required to work on the hotel front desk cannot be overstated. As Wood (2013) points out, the front desk is the face of any hotel and the first point of contact for guests. A positive guest experience can result in increased guest satisfaction, loyalty, and positive word-of-mouth marketing, whereas a negative guest experience can harm the hotel reputation and bottom line. Therefore,  revenue management, operational efficiency, and profitability are also dependent on the key skills of front desk staff Vallen and Vallen (2014).
Finally, as discussed by various authors, the key skills required to work on the hotel front desk are essential for providing exceptional service and creating a positive guest experience. Front desk staff can effectively manage reservations, communicate effectively with guests, and handle unexpected issues by developing these skills, all of which contribute to a successful hotel operation. As a hospitality management student, I am certain that I will be competent in utilizing my theoretical learning and practical experience to develop these key skills and make a positive impact in the hospitality industry.
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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 quick resolution of this scenario in the future?


	Firstly, I would abide by the advice given in Bardi (2010) to make sure that the hotel presents itself well to visitors . This entails getting acquainted with the policies and practises of the hotel, extending a friendly welcome to visitors, attending to their needs, ensuring their safety and security, keeping the front desk area neat and organised, and upselling hotel amenities.
Secondly, when dealing with visitors, I would strive to treat them with the utmost respect and professionalism. Moreover,  Corgel, Sturman, and Verma (2011) suggest that a proactive strategy for handling customer complaints is by foreseeing and resolving potential problems before they become complaints. This can be accomplished by paying close attention to guests, feeling sympathetic towards their worries, and offering prompt and efficient solutions to any issues that may arise.

	Bardi (2010) explains that understanding hotel policies and procedures is crucial for efficient front desk operations. Hence, I would read through the hotel employee manual to become familiar with its policies and procedures in order to make sure things run smoothly. This will make it easier for me to serve customers consistently and prevent confusion or miscommunication
	Because it incorporates best practises from a variety of sources, including academic literature and industry experts, I would say that my plan is the most successful. I am able to create a thorough and well-rounded approach to front desk operations that takes into account the most recent research and best practises by consulting a variety of resources. However, it is also critical to actively listen to colleagues and be receptive to criticism and suggestions. Front desk staff can improve operations and the guest experience by identifying areas for improvement and implementing solutions together by maintaining an open and cooperative mindset (Tracey, Sturman and Verma, 2011).
	In the future, I will draught a thorough standard operating procedure (SOP) document outlining the crucial procedures to adhere to in the event that the manager is not present. This manual would outline operational procedures, contact information for key staff, and guidelines for dealing with requests and problems from visitors. I can make sure that everyone is on the same page and that things go smoothly even without the manager by having a clearly defined contingency plan in place.

	Thirdly, I will use effective communication in managing guest relations. This includes using active listening skills to understand guests concerns, responding promptly and professionally to complaints, and keeping guests informed of any developments or resolutions to their issues (Corgel, Sturman, and Verma, 2011).


	Moreover, Bardi (2010), empathises that guest service is a top priority for front desk operations. Thus, I would make sure to respond to visitors inquiries and desires promptly and effectively, offering suggestions for nearby sights to see or eateries when necessary. Excellent guest service at the front desk depends on promptly and effectively responding to guests' inquiries and requests. It's crucial to pay attention and respond when visitors come to the front desk with inquiries or requests, recognising their needs and helping as needed. This can involve giving details about hotel features or services, reserving a table at a restaurant or a ride, or making suggestions for nearby sights to see or events to attend.
	My strategy is also successful because it emphasises the value of providing exceptional customer service while prioritising the needs of the guests. I am able to develop a rapport and earn the trust of customers by concentrating on delivering a positive guest experience. This can result in more repeat business and favourable reviews (Tesone, 2015).
	Secondly, finding a backup or interim manager who can take over operations in the event that the regular manager is not available is another contingency plan I would implement. This person would be in charge of managing staff, overseeing daily operations, and seeing to it that guests' needs are met. I can make sure that things keep going smoothly even in the manager's absence by appointing a backup manager.

	
In addition, my top priority would be to make sure that visitors enjoy their stay and leave the hotel with a sense of satisfaction and value. Front desk staff members should consider themselves to be their guests in order to understand their needs and desires in order to foster a friendly and welcoming environment. This entails paying close attention to what visitors have to say, anticipating their needs, and going above and beyond to satisfy them (Solomon, 2018).

	Another crucial facet of front desk operations is ensuring the security and safety of visitors. To ensure that visitors experience safety and security while staying, I would adhere to all safety and security procedures. The front desk staff is responsible for keeping an eye on the hotel's security system, locking windows and doors, and responding quickly to emergencies. This entails performing routine safety inspections to guarantee that all tools and systems such as fire alarms and emergency exits are functional. Additionally, front desk staff members need to be equipped to act quickly and appropriately in case of emergencies. This may entail contacting emergency services, informing other staff members, and helping visitors as required. In these circumstances, it's critical to maintain composure and professionalism while adhering to set procedures and protocols to guarantee everyone's safety.
	Additionally, my plan places a strong emphasis on the value of effective and transparent communication with co-workers. I am able to make sure that everyone is on the same page and that tasks are carried out quickly and effectively by working closely with other staff members.
	Cross-training staff members to handle crucial managerial tasks, like managing payroll or scheduling, would be a third backup strategy. I can make sure that operations can continue to run smoothly even when key personnel are not present by teaching staff members to perform multiple roles. As a result, the team may become more adaptable and durable.

	
Lastly, I would strive to offer a smooth and quick check-in and check-out process so that the hotel is well-represented to visitors. Technology can be used to speed up procedures and cut down on wait times. For instance, before arriving, guests may be asked to pre-register online so that the hotel has their contact information and preferences for rooms. This shortens the check-in process and enables the front desk staff to give guests a more individualised service (Algasim, 2020).

	To make sure that things go smoothly, effective communication between co-workers is also crucial. I would work together with my co-workers, sharing details about customer needs or requests and giving clear instructions to one another (Johnston, Clark and Shulver, 2012). For instance, giving each other clear and concise instructions is a crucial part of effective communication. This includes laying out expectations for how tasks should be completed as well as giving clear instructions on how to handle requests or problems from guests. Front desk employees can make sure that everyone is on the same page and that tasks are carried out quickly and effectively by giving clear instructions.

It is also critical to actively listen to colleagues and be receptive to criticism and suggestions. Front desk staff can improve operations and the guest experience by identifying areas for improvement and implementing solutions together by maintaining an open and cooperative mindset.
	The newest technology and tools are incorporated into my plan to speed up procedures and raise customer satisfaction. By utilising technology, such as mobile apps and online check-in, I can shorten wait times and give visitors more convenience and flexibility.
	In my final section, I'd look at how automation and technology can be used to improve operations and rely less on labour-intensive manual labour. To lessen the workload on front desk staff, I might, for instance, implement an automated scheduling system or a self-check-in kiosk. I can lessen the possibility of operational disruptions in the event that key personnel are not present by utilising technology to optimise operations.



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)


	
A property management system (PMS) is a comprehensive software solution that streamlines numerous hotel management tasks, including reservations, room assignments, billing, inventory management, and reporting.
 A PMS offers a centralised platform for managing these tasks, which can increase operational effectiveness, decrease errors, and improve customer satisfaction. One major advantage of a PMS is its ability to streamline the reservation process, which can enhance the guest experience and boost revenue by making it simpler for customers to make reservations. Automating operational tasks, such as inventory management, maintenance, and housekeeping, also frees up hotel staff to focus on providing exceptional service. Another advantage of a PMS is its capacity to produce thorough reports and analytics on hotel operations (Altin et al., 2019).  This can assist hotel managers in making informed decisions about pricing, staffing, and other operational issues by monitoring key performance indicators like occupancy rates, revenue per available room, and average daily rate. As competition in the hospitality sector increases, purchasing a top-notch PMS is crucial for success. In summary, a PMS is an essential tool for modern hotel operations, offering benefits such as increased efficiency, decreased errors, and improved guest experiences.


	
Element 2 – Hotel reputation


	A hotel reputation is critical to its success in the hospitality sector, and it depends on a variety of elements such as the standard of its amenities, staff professionalism, and overall guest experience. Front desk staff play a vital role in ensuring a positive guest experience from check-in to check-out. By providing friendly and welcoming service, responding quickly to guests' inquiries, and resolving problems effectively, front desk staff can contribute to the development of a positive reputation for the hotel. The quality of hotel amenities and facilities is another significant factor that can affect its reputation. By investing in high-quality facilities and amenities, hotels can differentiate themselves from competitors and build a positive reputation among guests. The rise of online reviews and social media has also had a significant impact on hotel reputation. As Solomon (2018) explains, travellers increasingly use review websites like TripAdvisor and Yelp to share their experiences and give advice to other tourists. Hotels can contribute to the development of a positive online reputation and improve the guest experience by monitoring online reviews and responding promptly and professionally to criticism. In summary, a hotel's reputation is built on a variety of factors, including the standard of guest services, amenities, and facilities, as well as its online reputation. By prioritising these factors and continuously working to enhance the guest experience, hotels can develop a positive reputation and position themselves as leaders in the industry.

	
Element 3 - Communication 


	For the hospitality industry to succeed, effective communication is crucial. According to Johnston, Clark, and Shulver (2012), effective communication is essential to ensuring that hotel operations go as planned and that customers receive top-notch care. In this essay, will be discussed the value of communication in hotel management and give examples of how good communication can improve the experience for visitors.
Clear and concise instructions are one of the essential components of effective communication in hotel administration. For instance, it is crucial to give specific instructions on how to carry out particular tasks to new employees during training. This can make it possible for staff members to carry out their duties successfully. Furthermore, clear instructions can lessen the possibility of mistakes and misunderstandings, which could affect the guest experience. Hence, active listening is a crucial component of effective communication in hotel administration. Tesone (2015) explains that it is crucial to listen intently to visitors and co-workers in order to comprehend their needs and address any problems or concerns. The hotel staff can learn a lot about areas for improvement and implement changes to improve the guest experience by actively listening to customer feedback. According to O'Fallon and Rutherford (2010), hotel staff members must be able to interact with customers in an effective manner while providing prompt, courteous service and promptly resolving any concerns or issues. For instance, Marriott International's Serve 360 programme, which emphasises the value of open communication between staff members and guests, and Hilton's CleanStay programme, which offers clear and comprehensive instructions for cleaning and sanitising guest rooms to ensure the safety and comfort of guests, are two examples of effective communication in the hotel industry.
In conclusion, successful hotel administration depends on clear communication. Hotels can improve the guest experience and position themselves as industry leaders by giving clear instructions, paying attention to visitors and co-workers, and giving customer service top priority. leaders in the tourism sector.

	
Element 4 - Staffing 


	Effective staffing is essential to a hotel's success because it directly affects the level of customer service offered. A crucial component of efficient staffing in hotel management is training and development.
 According to Bardi (2010), it's crucial to give staff members thorough training so they have the abilities and information needed to do their jobs well. This includes instruction in operational processes, safety and security protocols, and customer service. Hotels can make sure that their staff is well-equipped to provide exceptional service to guests by investing in training and development. A further crucial component of efficient staffing in hotel management is employee motivation. Motivated staff members are more likely to deliver exceptional service and go above and beyond to accommodate guests' needs, as Vallen and Vallen (2012) explain. Programs for recognition and rewards, chances for career advancement, and a supportive workplace are ways to accomplish this. In addition, effective staffing in hotel administration also requires a focus on diversity and inclusion. Employing a diverse workforce can improve the guest experience by bringing a wider range of perspectives and skills (Tracey, Sturman, and Verma, 2011). Additionally, fostering an inclusive workplace culture can help to ensure that all employees feel valued and supported, which can improve employee satisfaction and guest service. For instance, Marriott International's TakeCare programme, which prioritises employees' health and wellbeing, and Premier Inn's "Force for Good" initiative, which focuses on fostering an inclusive and positive work environment for staff, are two examples of effective staffing in the hotel management sector.
Overall, successful hotel administration depends on effective staffing. Hotels can make sure that their staff is well-equipped to deliver exceptional service and improve the guest experience by investing in training and development, employee motivation, and diversity and inclusion.
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