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This journal aims to describe some of the key skills required to work on the hotel front desk, how theoretical knowledge can be applied while working in industry, and why this topic is so important in the hospitality industry. 

A well-developed skill can help us excel in a certain field. It can also be taught and used in our professional lives. Learning new skills can help you achieve various goals and improve your confidence.
So, in my opinion, the most important skill while working in the hospitality industry at the hotel front desk is communication.
The establishment of a healthy communication framework among various departments within an organization fosters cooperation and mutual trust among the staff, the management body, and the guests. Effective communication between the front office and other departments can affect the guests' experience.
The front desk staff is the first point of contact for guests wanting to feel informed, understood, safe, and secured when staying in a certain hotel.

The AIB (Australian Institute for Business) has identified several key factors that businesses should consider when it comes to good communication. These include fostering innovation, establishing effective teams, and ensuring transparency. "Communication is the heartbeat of your organisation," they added (2023).
Non-verbal communication is very important when it comes to the front office, especially when it comes to interacting with customers. 
This type of communication involves using gestures, facial expressions, and body language. If we consider the type of content that's produced in the content marketing industry, the most common style is a combination of unscripted and scripted content.

When it comes to promoting a hotel, showing loyalty, or deciding whether or not to stay, the front desk is considered a vital part of the establishment (Kandampully and Suhartanto, 2000; Masa’deh et al., 2018).
In 2006, Hogan noted that the front desk is the central point of any hotel, and it is important that staff members keep track of what is happening in other areas of the property. According to him, communication skills are evaluated according to how consumers perceive a service. So, good communication skills are required, as is knowledge of several foreign languages. 

Another skill as important as communication is problem-solving skill. Even the best hotel can disappoint its guests. To prevent this, many businesses hire experienced front desk staff members who are capable of handling various issues quickly. Having a good response time can help turn a negative review into a positive one.
People who work at the hotel front desk typically have good problem-solving skills, which can help them provide a positive experience for their customers. For instance, they can resolve issues such as food allergies and damaged key cards. Front desk staff members can also use these skills to address unexpected emergencies and provide helpful advice.
I never worked as a receptionist, but I worked as a nurse on an ambulance, so I met a lot of people, including patients, thanks to whom I developed a lot of my ability to communicate and solve problems.
Considering everything I learned in this course and my experience from my previous job, if in the future I will work as a receptionist, I think I will do quite well because I will know how to apply the theoretical knowledge. When I encounter a problem that I do not think I can solve, I start by figuring out how other people have done it successfully. This allows me to come up with an effective solution that will benefit both myself and the organization. I then use critical thinking to evaluate the various risks and come up with a strategy that will work best for both parties. I will maintain good communication with the team members to keep them informed about the progress of the project and the expected results. I will also make modifications to improve its outcome and I will be able to maintain a positive relationship with my customers and make them feel valued and satisfied providing the best possible customer service.
If we were to talk about why this topic is so important for the hospitality industry, there would be a lot to say, but I will just say that front desk staff members play a vital role in creating a positive image for a hotel and increasing customer satisfaction. They can help build a strong reputation for the establishment. Developing the skills that you need to succeed in this field can help you land a job.

In conclusion, the hospitality industry is a labour-intensive sector that requires a high level of customer service, and skills are crucial to this field, especially when you work on the hotel front desk. These skills are typically defined as the abilities that people must have to interact with and work with others. As a front desk employee, you can resolve any situation with professionalism and good communication.
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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?


	
I talk to the staff working that day, I advise them to do the things they used to do, to cooperate more on that day, and I take over the manager's responsibilities.

	

Through communication, teamwork and being responsible.
	

Because I consulted with the team and reached a common point.
	

-To be two managers in case one will call sick again, the other one can cover. 
-Making a list with everyone’s responsibilities while the manager is missing.

	


	
	
	

	


	
	
	

	


	
	
	

	


	
	
	



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)


	In this essay, the four elements that are required when considering hotel operations will be described, along with the benefits that a hotel can achieve by implementing some key elements.
A PMS is an essential part of any establishment's operations to increase efficiency and guest experience. The key features of a PMS are its cloud-based software, which includes a front desk management system, an upsell tool, sales channel control, international booking capabilities, and communication capabilities for guests.
During an interview with Skift, Adam Harris, the chief executive officer of Cloudbeds, discussed the low adoption rate of technology in the hotel industry. “The average percentage of spend for technology in the hotel industry is like a fraction of what it should be,” Harris said. According to Harris (2022), the low adoption rate of technology is mainly due to a lack of awareness regarding the importance of technology in the hotel business.
PMS is a type of technology solution that helps manage and automate the various administrative tasks that the front desk staff members perform. PMSs are commonly referred to as the heart of a hotel. They store all the details of a guest's stay, and they can provide the opportunity to request special accommodations, change the check-in process, or make changes to the overall operations of the property. This will allow for all the hotel’s day-to-day operations to be managed in one place, such as guest communications, monitoring maintenance and housekeeping, handling bookkeeping in the front office, keeping updated on the stock and rates, check-ins and check-outs of guests, and visitors’ booking details as well. Another important key is that it has an online booking capability, which will help boost the number of bookings.

	
Element 2 – Hotel reputation


	The hotel's reputation is very important to its success, and it should take the necessary steps to improve it. Having a good online reputation is very important for any business, as it can help boost its sales and attract more customers. 
Online reputation also has a direct correlation with the success of the hotel. A study conducted on the effects of online reviews and ratings on a hotel's sales and ADR revealed that an increase in a hotel's review score can boost ADR by around 9% and sales by around 4%. Having good reviews and monitoring the online reputation are two of the most important factors that businesses should consider when it comes to maintaining their competitive advantage. A good reputation management plan can help boost revenue. It can be done in a way that's easy to implement, like a property management system, and it will also keep a track of how the reputation is being used.
According to Eva L. (2021), the top five hotel reputation management strategies are as follows: responding to all reviews, having a protocol in place, using social listening to the hotel’s advantage, satisfaction surveys, and creating a buzz around the brand. Although it is easy to respond to good feedback, it is important to consider the negative feedback as well. This is done to build trust and a good reputation with the potential customers and past clients, as reported by “GuestTouch” (2021). Less than 4% of customers are likely to provide feedback directly to a hotel manager (Mary D.,2022). They are more likely to voice their dissatisfaction through social media, their friends, and family. A negative experience can lead to a negative review on the internet, which can hurt a business's reputation. To avoid this, it is important that a lot of 5-star reviews are posted online.

	
Element 3 - Communication 


	Besides hotel reputation, which involves responding to customer feedback and complaints, communication is also involved, as that is all that can be done with it. Being able to communicate effectively with both guests and staff members is very important for any hospitality business. Having the necessary skills to do so can help a hotel manager reach their goals and improve the guest experience.
This can be done through active listening, which involves listening to their concerns and connecting with them (Shweta M. 2021).
According to Mary D. (2022), to achieve long-term success, a good communication strategy is required in the hospitality industry. It involves consistently exceeding the expectations of guests and providing a welcoming and special experience. That is all about guests and their experiences, as the success of a hospitality business depends on the quality of its customer service, which can create loyal customers and boost its profits. 
The communication between the hotel team and the manager is very important as well, to ensure that the issues are resolved effectively.
Therefore, an organisation's communication is very important to ensure that its operations are smooth. It can help build a culture of trust and provide valuable information to help those involved in the organisation make informed decisions.
Having the proper strategy for communicating with each other is also very important in a hotel, as various interdependent operations happen at the same time.

	
Element 4 - Staffing 


	The process of hiring, acquiring, and retaining enough employees is known as staffing. It can help an organisation achieve its goals and improve its efficiency (AMALDASKH, 2019).
According to Ghosh (2008), hospitality is defined as the welcoming and generous way that hosts treat guests. It also involves providing various services to travellers, such as food and lodging. Human activities within a hotel are performed by two groups of employees. The first is composed of managers who are responsible for the various operations of the hotel, while the second is made up of specialists in the staff department. The line departments include the food and beverage, housekeeping, and maintenance departments. The main objective of the hospitality industry's role is to provide its customers with the best possible service, and to have the best possible service it requires a good staff.
The staff experience of a hospitality organization is also very important to attract and retain the best talent. The companies are in competition against other organizations to maintain their profitability. The employees are the key to the success of the business, and they need the proper benefits to retain their good performances. To improve the turnover rate and reduce the cost of recruitment, the employers provide various compensations and benefits.
Providing financial benefits to employees can help them feel part of a company, develop a stronger working relationship with their employers, and increase their productivity and profitability.

In conclusion, through staffing, employers can find the ideal candidates for various job roles. It is a process that involves recruiting and training the best possible individuals for their organizations. This can help boost the company's productivity along with the other three elements described above.
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