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A front desk agent function at a hotel is crucial to the visitor experience because it is frequently the initial point of contact between guests and the hotel. As a result, the abilities necessary to work at a hotel front desk are critical to ensuring that customers have a favourable image of the hotel. As a result, this learning log will look at the main abilities needed to operate at a hotel front desk.
Communication is an important ability to have when working at a hotel front desk. Front desk agents must be able to successfully communicate vocally and in writing with visitors, co-workers, and other stakeholders. Front desk agents, according to Bardi (2010), must have great interpersonal and communication skills in order to cope with visitors who may have varying requirements and expectations. For instance, visitors expect a quick and easy check-in and check-out experience. This includes having their room ready when they arrive, being welcomed with a smile, and given clear information about hotel regulations and amenities. Therefore, this involves the ability to actively listen, ask relevant questions, and communicate information clearly and effectively. Moreover, Corgel et al. (2011) underline the necessity of language abilities in the hotel sector, since front desk workers may interact with visitors from other nations who speak different languages. As a result, when clients from all over the world travel to other nations, fluency in other languages is becoming increasingly crucial in the hotel sector. For instance, a front desk agent of a hotel in a renowned tourist destination, such as Paris. The hotel draws tourists from all over the world, including many who speak languages other than French or English, which are the agent's native tongues. Thus, the agent may come across a tourist who speaks Spanish and has queries about area sites, or a Chinese guest who wants assistance arranging a trip.
Furthermore, customer service is another essential ability for working at a hotel front desk. To satisfy the demands and expectations of visitors, front desk personnel must have a strong customer service orientation. Customer service qualities, according to Tewan (2009), include being nice, courteous, and professional, as well as anticipating visitors' requirements and providing individualised care. Front desk personnel must also be able to handle tough circumstances, such as visitor complaints or concerns, calmly and professionally. As Hammer (2016) points out, the capacity to properly address client complaints may convert a negative situation into a good one, resulting in enhanced visitor satisfaction and loyalty.
Additionally, front desk personnel must have organisational and administrative abilities in addition to communication and client service. Front desk personnel must be able to handle many responsibilities and priorities, such as checking in and out visitors, receiving phone calls and emails, and dealing with guest requests and complaints. Front desk agents, according to Tesone (2015), must be knowledgeable in the use of computer systems and software, as well as other office equipment such as printers and scanners. Front desk agents must also be able to operate well under pressure because the hotel front desk may be a hectic and fast-paced setting. Last but not least,  knowledge of the hotel sector and its operations is another necessary ability for working at the front desk. Front desk agents must be well-versed with the hotel's services, facilities, and policies, as well as the surrounding neighbourhood and attractions. Front desk agents, according to Bardi (2010), should also grasp revenue management and be able to recognise chances for upselling and cross-selling hotel services. Offering accommodation upgrades, marketing hotel restaurants and bars, or selling event tickets are all examples of this. For instance, a front-desk agent at a hotel with a spa and wellness facility. They can offer to arrange appointments for these services during the guests stay, allowing them to upgrade from a standard room to a room with spa access or a suite with a private Jacuzzi.
 Lastly, front desk agents must be good at teamwork and collaboration. Front desk agents generally operate as part of a team, and as such, they need to be able to interact successfully with their colleagues to maintain the smooth functioning of the hotel. Team members must have solid communication skills, be trustworthy, and have a positive attitude, according to Solomon (2018). Furthermore, team members should be able to help and assist their colleagues when needed, as well as share information and skills.
In conclusion, working at a hotel front desk necessitates a variety of talents, including communication, customer service, organisational and administrative abilities, hotel business knowledge, and cooperation and collaboration abilities.
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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?


	Provide a warm and friendly greeting: Making a good first impression is important, and a warm and friendly greeting can set the tone for the rest of the guest's stay. 

	I would create a list of all the tasks that must be completed during my shift, including checking guests in and out, answering the phone, responding to emails, and coordinating with housekeeping and maintenance. To ensure that nothing slips through the cracks, I would prioritise these tasks based on their importance and urgency.
	By putting the needs of guests first, I can ensure that they have a pleasant stay at the hotel. This can result in positive feedback and continued business.
	I would establish a cross-training programme for front desk employees in collaboration with management. This will ensure that there is always someone familiar with hotel policies and procedures who can handle guest questions and concerns in the absence of a manager.

	Maintain a professional appearance: It is critical to project a professional image as a hotel representative. Dressing neatly and conservatively, maintaining good personal hygiene, and wearing a name badge to identify myself are all part of this.

	Communication is essential to ensuring that all departments work harmoniously together. I would ensure effective communication with housekeeping, maintenance, and other departments to ensure that guest requests are fulfilled promptly and that any issues are resolved expeditiously and effectively.
	Effective communication is essential for ensuring that all departments work harmoniously together. By communicating effectively with other departments, I am able to ensure that guest requests are fulfilled promptly and that any issues are resolved expeditiously and effectively.
	I might establish a detailed succession plan for key management positions in collaboration with the management. This will ensure that there is always someone available to fill in for absent managers.

	Guests frequently ask about the hotels amenities and services, such as the fitness centre, pool, restaurant, and business centre. I would try to become acquainted with these offerings so that I could provide accurate and helpful information to guests.


	It is essential to be proactive in order to prevent problems before they occur. I would walk around the hotel on a regular basis to ensure that everything is running smoothly and to address any issues I observe. This may involve replenishing supplies in the lobby, ensuring the front desk area is clean, and addressing any maintenance issues I encounter.
	It is essential to be proactive in order to prevent problems before they occur. By being proactive, I am able to address any issues I identify before they become more serious.
	I would ensure that a comprehensive and up-to-date manual of standard operating procedures is accessible to all front desk personnel. This will provide clear guidelines for addressing guest questions and concerns and ensure that all employees adhere to the same protocols.

	Some guests will undoubtedly have complaints or issues during their stay. I would handle these situations with tact and empathy, listening to the guests concerns and doing everything in my power to find a satisfactory solution.


	Providing exceptional customer service is essential to ensuring that hotel guests enjoy their stay. I would ensure that guests are greeted warmly, their needs are met promptly, and they are provided with useful information about the hotel amenities and services.
	Providing exceptional customer service is essential to ensuring that hotel guests enjoy their stay. By providing exceptional customer service, I am able to foster positive relationships with guests and increase the likelihood of their future patronage.
	I would ensure that all front desk employees receive consistent training in hotel policies and procedures, customer service, and problem-solving. This will ensure that all employees are up to date on the most recent information and best practises and can confidently address guest questions and concerns.

	After addressing a guest concern or fulfilling a request, I would ensure that they are satisfied with the outcome by following up with them. This demonstrates the hotel's concern for guest satisfaction and can contribute to its positive reputation.


	Working at the front desk can be stressful, especially when dealing with a high volume of guests and requests. Under pressure, it is essential to maintain composure and not become flustered. Even when dealing with difficult situations, I would take deep breaths and remind myself to remain professional and calm.
	Working at the front desk can be strenuous, particularly if a significant number of guests and requests must be handled. By maintaining composure under pressure, I am able to handle challenging situations professionally and effectively.
	I may establish clear communication protocols for all employees, including how to handle guest questions and complaints, how to escalate problems to management, and how to communicate with other departments. This will ensure that everyone is on the same page and can effectively collaborate to solve any issues that may arise.



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)


	

Hotels use Property Management Systems (PMS) to manage their daily operations, including front desk management, reservations, housekeeping, accounting, and more. By providing a centralised platform for managing all hotel functions, PMS has revolutionised the way hotels operate and become an indispensable tool for the hotel industry. 
One of the most important features of a PMS is the capacity to efficiently manage guest reservations. This includes the collection of guest data, room preferences, and room availability. The PMS also enables hotel staff to view guest histories and manage room inventory, ensuring that the hotel operates at full capacity (O’ Fallon and Rutherford, 2010). By automating key processes such as credit card processing and room key issuance, PMS software also enables hotels to streamline the check-in and check-out process. Another essential aspect of a PMS is its capacity to manage housekeeping tasks (Bardi, 2010). Using the system to monitor room occupancy, guest preferences, and room status, housekeeping personnel can ensure that rooms are cleaned and prepared in a timely manner. Additionally, PMS software provides housekeeping staff with real-time updates, ensuring that they are aware of any changes in room status or guest requests. In addition, financial management is another important component of PMS (Tesone, 2015). The software enables hotels to manage accounting procedures, such as invoicing, billing, and expense tracking.
In conclusion, PMS is an indispensable tool for the effective management of hotel operations. It streamlines hotel operations, allowing hotel staff to concentrate on providing excellent customer service and ensuring that guests have a pleasant stay.





	
Element 2 – Hotel reputation


	
Hotel operations are intricate and multifaceted, with numerous factors influencing a hotel success or failure. Reputation is one of the most essential aspects of hotel operations. The perceptions and opinions of guests and other stakeholders define a hotel reputation, and it can have a significant impact on occupancy levels, revenue, and profitability.
Numerous factors contribute to a hotel reputation, including service quality, cleanliness, location, and online reviews. Guests expect to be treated with respect and courtesy and to have their needs met quickly and effectively, making customer service arguably the most important factor. Hotels that prioritise customer service and provide individualised attention to guests are more likely to receive favourable reviews and repeat business (Solomon 2018). Furthermore,  Hotels must prioritise cleanliness by implementing rigorous cleaning protocols and providing housekeeping staff with consistent training. Lastly, online reviews have an increasing impact on a hotel reputation. Guests rely on online reviews to make educated decisions about where to stay, and hotels with a large number of positive reviews are more likely to attract new guests (Corgel, Sturman and Verma, 2014). Negative reviews can have a significant impact on a hotel's reputation, so hotels must monitor online feedback and respond to negative reviews in a timely and professional manner.
In conclusion, a hotel reputation is an essential aspect of its operations, and it can have a significant impact on its success. It is more likely that hotels that prioritise customer service, cleanliness, location, and online reviews will maintain a positive reputation and attract new guests. 



	
Element 3 - Communication 


	Effective communication is a vital aspect of hotel operations because it plays a significant role in ensuring that guests receive the expected level of service. The key to establishing strong relationships with guests, meeting their needs, and resolving any issues or concerns they may have been communication.
In a hotel, there are numerous types of communication, including verbal and nonverbal communication, written communication, and digital communication. The importance of verbal communication cannot be overstated, as it allows hotel staff to interact directly with guests and convey information effectively and clearly. To ensure that guests feel valued and respected, hotel personnel must be trained to communicate clearly and professionally, using the proper language and tone (Bardi, 2010). Nonverbal communication is also crucial because it conveys crucial information about a guest mood or emotions. The hotel staff must be trained to accurately read and interpret nonverbal cues, such as facial expressions, body language, and voice tone. This can assist them in responding appropriately and providing the expected level of service (Solomon, 2018).  Also essential to hotel operations is written communication, which allows hotel staff to convey information clearly and concisely. This includes signage, brochures, and other printed materials, as well as staff-to-staff written communication. As more guests utilise online channels to book rooms, make reservations, and provide feedback, digital communication is gaining importance in the hotel industry (Wood, 2013). With a user-friendly website and active social media accounts, hotels must ensure their online presence is both professional and engaging. To demonstrate that guests’ opinions and experiences are valued, hotels must also respond quickly and professionally to online feedback, whether positive or negative.
In conclusion, effective communication is a crucial aspect of hotel operations because it plays a significant role in ensuring that guests receive the expected level of service. To provide the best possible experience for guests, hotel staff must be trained to communicate clearly and professionally using verbal and nonverbal cues, written materials, and digital channels. 


	
Element 4 - Staffing 


	
	Staffing is an essential aspect of hotel operations, as the calibre of employees has a substantial impact on the level of service provided to guests. Hotels must ensure they have sufficient personnel with the required skills and experience to provide guests with the expected level of service.
Staffing levels are a crucial aspect of personnel management. In order to meet the needs of guests, hotels must have sufficient personnel at the front desk, in housekeeping, and in maintenance. To ensure that guests receive the expected level of service, it is necessary to adjust staffing levels in accordance with seasonal and occupancy rate fluctuations (Woods and King, 2007). Staff training is an additional crucial aspect of personnel selection. Staff must be trained in customer service, communication, and problem-solving in order to provide guests with the expected level of service. The staff must also be trained in safety and security procedures to safeguard both guests and employees. Moreover, experienced employees are more likely to provide high-quality service and effectively resolve problems (Boella and Goss-Turner, 2013). Hotels must prioritise employee retention by providing career growth and development opportunities, as well as competitive compensation and benefits packages. Lastly, staff diversity is an essential component of staffing, as a diverse staff can serve a diverse guest population more effectively. 
In conclusion, staffing is a crucial aspect of hotel operations, as the calibre of the staff has a substantial impact on the level of service provided to guests. Hotels must ensure that they have sufficient personnel with the required skills, experience, and diversity to provide guests with the expected level of service. 
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