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	Professional skills and knowledge within an individual allow one to better function, and perform job related responsibilities at an improved level in a work environment. The need for professional skills and abilities at the workplace, allows employees and staff to effectively manage challenging situations and make them grow and achieve effectiveness to adopt changes. the requirement of skills and knowledge is essential within all sectors and working areas, but the given essay will be based upon the critical evaluation of the skills required in the hospitality industry, at the position of the Hotel’s front office operations. 
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Literature to describe and evaluate the key skills required to work within the hotel’s front office operation.
According to Forbes, hospitality management consists of diverse operations and activities, including food service management, hotel management, front office desk operations, and others. All these professional work and activities within the hospitality industry, require an excellent level of professional skills, like communication, quick problem solving, passion, and others to deliver a warm welcome and atmosphere for the guests (Guide To A Career In Hospitality Management, Forbes Advisor, 2023). 
The position of front office operations within the hotel requires both hard and soft skills concerning communication, time management, technology usage, customer services and other organisational skills. According to the authors (Astuti, Ginaya and Sadguna, 2018), the position of the front desk operator or receptionist within the hotel industry is extremely important, as that individual is in charge of facing the customers, and resolving their queries, and requires proficient skills and knowledge. The Job position of front office operations within the hotel industry encompasses several technical and interpersonal skills, to make gusts experience of staying in a hotel memorable and enjoyable. The front office individual requires a variety of professional skills and knowledge, like customer services, organisation, communication and a quick problem solving approach.  
Key Skill 1, Customer service skills within the front office operations of the hotel industry, allow the ability to ensure about positive experience for guests within the hotels, allowing the opportunity to retain the guests to develop loyal clients in future. The skill of effective customer service makes the front desk operators better communicate, understand their needs and provide appropriate solutions and suggestions to the questions of guests. Front desk operators in hotels, using good customer service skills can positively advise, and provide the relevant information to help guests to make them feel confident and comfortable. In hotels, front desk operations and knowledge of good customer service skills can help in maintaining proper communication with clients and allow an improved level of satisfaction. For example, the Marriott Grosvenor Square, UK reviews from the online website, have acknowledged that the hotel has a good customer service approach within the front desk team, in complex situations of early arrival of guests and managed to juggle the bookings on an early basis (Review of London Marriott Hotel Grosvenor Square, TripAdvisor, 2022). 
Key Skill 2, effective Communication skills within the front office operations in hotels are considered the core element towards the success of the hotel line and the satisfaction of their guests. Communication skills can help front office operators resolve the critical issues or challenges identified, it can promote better interaction with guests and boost good customer service as well (Fahmi and Ali, 2022). In terms of the hotel industry, communication is one of the essential abilities that allows front office operators to speak clearly with the factor of avoiding the jargon and technical terms which can be difficult for the guests to understand. For example, front office operators at the Premier Inn hotel, front desk operators offer an effective active listening and communication approach, which delivers positive assistance towards guests throughout their check-in and checkout process. Through communication, staff within front office operations can make required arrangements preferred by the guests.  
Key Skill 3, Organisational skills allowed front office operations to better handle multiple tasks and responsibilities in a systematic way. In the hotel industry, the requirement of organizational skills within the front office operations helps executives and staff manage the daily tasks, and customer queries, set goals and make them develop the system and way of working that contributes to the accomplishment of goals effectively (Darvishmotevali, Altinay and Köseoglu, 2020). For example, Ritz Hotel with good front office departments and staff with organizational skills, help in juggling the different responsibilities at the same time and improves the customer experience by focusing on meeting the deadlines and goals relating to the tastes and preferences of guests. 
Key Skill 4, Problem-solving skills are also crucial for the front office operations, as the staff within must have the ability to identify the critical situations, and problems using the problem solving skills to deliver better solutions and alternatives to the guests with a wide range of queries and issues. The skill of problem solving skills ensures the retention of clients and guests within the hotel and contributes to the continuation of normal business operations within the hotel (Akgunduz, Alkan and Adan Gök, 2022). For example, Britannica hotels apply the practices of explaining the bills of guests, front office operator must answer the queries and mention details about the discounts available for the desired guests. In the process of delivering better solutions to guests, the front office operators must provide the knowledge about head up about the expenses and mention the date and time effectively for the best solution. 
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From the above essay, it has been analysed that the application and understanding of the key skills within the front office operations within the hotel industry, can deliver a growth opportunity and improved business performance. It is important for the front office operation department and staff included to have relevant skills and key abilities to manage the responsibilities effectively and retain the clients or guests. 

[bookmark: _Toc166510414]REFERENCES:
[bookmark: _Toc166510415]Books and Journals
Akgunduz, Y., Alkan, C. and Adan Gök, Ö., 2022. How are the exchange relationships of front office employees reflected on customers?. The Service Industries Journal, 42(9-10), pp.798-821.
Astuti, N.N.S., Ginaya, G. and Sadguna, I.G.A.J., 2018, October. A Hotel Front Desk Receptionist and Catur Paramita Values: A Study of Implementing Local Wisdom in Hospitality Industry. In 1st International Conference on Social Sciences (ICSS 2018) (pp. 479-484). Atlantis Press.
Darvishmotevali, M., Altinay, L. and Köseoglu, M.A., 2020. The link between environmental uncertainty, organizational agility, and organizational creativity in the hotel industry. International journal of hospitality management, 87, p.102499.
Fahmi, I. and Ali, H., 2022. Determination of Career Planning and Decision Making: Analysis of Communication Skills, Motivation and Experience (Literature Review Human Resource Management). Dinasti International Journal of Management Science, 3(5), pp.823-835.


[bookmark: _Toc166510416]Online
Guide To A Career In Hospitality Management, Forbes Advisor, 2023. [Online] Available through: < https://www.forbes.com/advisor/education/business-and-marketing/hospitality-management-careers/>
Review of London Marriott Hotel Grosvenor Square, TripAdvisor, 2022. [Online] Available through https://www.tripadvisor.in/ShowUserReviews-g186338-d193160-r867083486-London_Marriott_Hotel_Grosvenor_Square-London_England.html



5

