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"What are the key skills required to work at the hotel's front desk?"


[bookmark: _sp04zm6qnmg][bookmark: _Toc129274320]Introduction
The job role of the front office staff is important in hotels as they are the first few people who come into direct contact with the guests and are also responsible to leave a positive first impression on them (Bardi, 2021). In this sense, the following journal will be a reflective account of the learner's learning in six weeks of this module. It will be concerning the key skills required of a person to work at the front desk of a hotel.


[bookmark: _uq39y0ll4bud][bookmark: _Toc129274321]Main Body
Week 1: The first week taught me about the importance of the front office as they are involved in the arrival, stay, and even departure stages of the guest experience cycle. It was found to be one of the key departments of a hotel as it would have a direct impact on how the guests view the services of the hotel once they arrive there in person (Olimovich et al., 2020). I also learnt about the Property Management System and its importance in hotels. This helped me understand that a front office staff has to be knowledgeable enough to use different technological devices and systems. A PMS allows hotels to effectively manage their front-office capabilities and front-office staff has to be experts in utilising this system (Choi and Choi, 2021). It is used for a range of activities that include reservation booking, check-in and check-out, room rates management, room assignment, and billing.
Week 2: The second week of this module was when I learnt more about PMS and its functions including the identification of internal and external factors impacting a hotel's PMS. It also helped me determine that businesses like Premier Inn utilise PMS for various purposes as it makes the front office duties more structured and easy to address. The hotels under Premier Inn use PMS to ensure the reduction of friction among the guest members, increase productivity, and save time when completing front-office tasks. The lessons from this week enabled me to understand that team working skills and presentation skills are also important for one to work in the front office of a hotel.
Week 3: In this week, I learnt about the roles, responsibilities, and functions of the front office staff at hotels. It involved the front office team including bellboys, doormen, concierge, receptionist, reservation agents, and guest experience officers (Ekhsan et al., 2020). The characteristics and skills of people in each of these roles like personal presentation, respectful and engaging communication, knowledge about the hotel, and so on are critical for drawing a positive guest experience (Lee et al., 2019). I was amazed to find out how much impact the front office staff can have on the guests of a hotel and how they can contribute to increasing the reputation of a hotel.
Week 4: Here, I learnt about communication and how different types and methods of communication possessed by the staff members can improve the guest experience. I was modestly interested in learning more about digital and intercultural and interpersonal communication during this week. Communication was identified to be the most essential skill that every front office staff would have to possess including active listening skills (Shin et al., 2019).
Week 6: In this week, I learnt about the reputation management of hotels in-depth and also discovered how the online reputation of hotels must be maintained and how different views must be responded to. I could not only understand the importance of reviews and opinions but also how we can respond effectively to the needs and complaints of the guests. Amid these lessons, I could also determine that an ethical understanding of hotel staff is also essential for the effective management of a hotel's reputation.
Week 8: This week taught me a lot about revenue management in hotels and how it has been contributing to the bottom line of such businesses. I also understood that revenue management has educated individuals and businesses to better manage their capital and approaches while achieving potential growth in the business. Key numerical and technical skills were found to be significantly necessary for terms of the contribution of front office employees for effective revenue management of hotels (Bardi, 2021). Hence, I was able to determine some of the most essential skills that one must possess to work and contribute effectively to the successful delivery of a positive guest experience.


[bookmark: _Toc129274322]Conclusion
The journal provided a brief understanding of some key skills that individuals must possess to be able to work at the front office of hotels. It focused on the weekly learning log of the learner within six weeks.
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