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The purpose of this student journal is to explore the keys skills required to work on the hotel front desk and the importance of them within the area of hotel operations.
I will share my experience on the placement where was occur on Premier Inn Eastbourne, and which skills I used along the way.
First of all, it is worth considering what tasks a front desk have and why they are so important on the hospitality.
As a result, the front desk has many tasks, and they are the first person with whom guests will speak. “Remember that your guests experience starts with the person who answers the phone and greets people at reception – which is why the role of the receptionist is so important (McKinley, 2021).”
At the front desk, being the first person that the guest will see and speak, it becomes more important to put in practice all skills that I learn all along and how different is when you are on the hotel. I enjoy the the regularly interact with the guests throughout their stay at the hotel.
Who works on front desk on hospitality mostly “knows everyone in the office (unlike most employees) and gets involved in all departments, helping out where necessary (Azon, 2022).”
As I discovered, I was getting to know my colleagues and some of the guests who spent longer time at the hotel, as well as learning what they liked and didn't like, day by day.
As Half (2022) refers that receptionist duties require equal competence in written, phone and face-to-face communications. Empathy and understanding human behaviour are skills the best receptionists excel at.
According to Main (2022a) the most common responsibilities of a receptionist are: 
· Greeting visitors;
· Managing security and telecommunications systems;
· Handling queries and complaints via phone, email and general correspondence;
· Transferring calls as necessary;
· Taking and ensuring messages are passed to the appropriate staff member in time;
· Managing meeting room availability;
· Receiving, sorting, distributing and dispatching daily mail;
· Preparing vouchers;
· Handling transcription, printing, photocopying and faxing;
· Recording and maintaining office expenses;
· Handling travel arrangements;
· Coordinating internal and external events;
· Managing office inventory such as stationery, equipment and furniture;

· Overseeing office services like cleaners and maintenance service providers;
· Assisting the HR team with recruitment, on boarding and termination processes;
· Maintaining safety and hygiene standards of the reception area.

To work at a front desk in hospitality, is necessary to develop a number of vital abilities in order to execute the job well and fulfil any requests from guests.
Employers are seeking for the specific receptionist skills and qualities as: “Strong technology skills, an independent approach to work,  an excellent communication skills, time management pro, a natural organiser, dependable and top interpersonal skills (Half, 2022).”


Some of the extra-important abilities include a “good telephone communication etiquette, customer-focused, active listener, an adept at prioritizing, scheduling and multitasking and mainly fast and eager learner (Main, 2022b).”
At the front desk, I put in practice all the skills that acquired at the university and some specialized trainings at the hotel placement. 
The mainly skill I used the most was being a customer-focused and multitasking, as the front desk at Premier Inn not only works on the reception, we do the breakfast and dinner service, and if they need extra services like extra towels on their rooms or specials requests, that means the front desk will be the first ones to know and we will fulfil that request that they are looking for. 
Nowadays, all Premier Inns are more technologic making easier to do check inns and checking outs, that means having strong technology skills are one of the most required for the brand. For this reason they always have two employers on the front desk plus a self service check inn computer, where the guest can do by themselves.
Working in hospitality, we have to have eager to learn new things everyday, as everyday we can have new obstacles to overcome, especially when it comes when you work on the hospitality industry. 
At the reception, I had the opportunity to improve my communication skills not only with guest but with colleagues as well. As communication is one of the most important skill that the front of house can have.
To summarize, it was a great experience, to put in practice all the learning from the university and how different can be when is you dealing with all the possible scenarios that can happen on a hotel.
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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?


	
Make sure the hotel meet the standards made by the brand;
Organize the staff and all the tasks for the day;
	
Distribute tasks among all staff, like that everyone knows their role and the shift will run smoothly;
	
The manager with the higher position will be able to sort it out this situation more easily as they have more experience of how to manage the hotel;

	
Call a higher manager that is available;
Call a colleague with more experience as they know better how to run the shift smoothly;


	
Call other hotels from the same brand asking for a cover from a Manager or experienced staff available;
Ask the night team to stay a longer.
	
Make sure that the reception and housekeeping have all the correct papers keep in date for their shift.
	
A extra member of the staff will help the flow of checking outs and check ins, and the requests made by the guests;
Will help with other tasks that have to be done for that day.
	
Call staff members that isn’t on the rota for the day to help to cover that manager who called sick.




	
Element 1 – Property Management Systems (PMS)


	
A brief definition of property management system (PMS) is a “software application for the operations of hospitality accommodations and commercial residential rental properties. PMS is also used in manufacturing industries, local government and manufacturing. A property management system is sometimes referred to as a hotel operating system or hotel OS (TechTarget Contributor, 2023).”
Property Management Systems (PMS) “providers that compete in the limited-service segment try to distinguish themselves by offering services and features rather than competing on price alone...(Adams 2003).”
As Freed (2009) mention that they are capable of knowing the ins and outs of your Property-Management System (PMS) has obvious benefits and can actually translate into real revenue.
The benefits of Property Management Systems (PMS) In Hotel Management are “Enhanced check-in/check-out capabilities, Increased housekeeping efficiency, All data in one place, Improved revenue management, Better customer data management, Increased employee productivity and engagement, High data security and Enhanced guest experience (Kholin and Diachenko, 2023).”
IIFL (2023) revels the benefits of PMS on the industry are:
· Asset diversification. The most important benefit of PMS is the investment research and asset diversification involved. ...
· Portfolio Customization. ...
· Governed by Regulations. ...
· Transparent Fee Structure. ...
· Real-time Access. ...
· Dynamic Portfolio Rebalancing.












	
Element 2 – Hotel reputation


	
Hotel Reputation is “hotel online reputation is vitally important to overall business, and staying on top of it can make a significant difference in how your property performs against the competition (Boley, 2020).” 
The effective way for a positive Hotel Reputation, as Boley (2020) refers as staying active on social media, Engage with your audience in real-time, Optimize your website for search, Garner good reviews, Focus on digital marketing and Avoid negative reviews.
Liu, Li and Liang (2022) mention that a positive reputation increases hospitality firm restructuring performance and a negative reputation can be helpful for hotel performance. 
A negative reputation can be affect through “negative reviews, social media, poor campaigns and Security breaches (GuestTouch, 2021).”
As GuestTouch (2021) mention be best form to keep track on the hotel online reputation is online Reviews and Ratings, Social Media Likes and Followers, Website Content and Optimization.
The benefits of maintaining a good reputation online are  the “increasing of sales, it helps build credibility, it helps attract employees, it helps increase visibility and it helps in maximizing your revenue (GuestTouch, 2021).”
Becerra-Vicario et al. (2022) explains the effects of hotel reputation in the relationship between environmental performance and hotel financial performance and their conclusion are the Environmental Performance of hotels increases their reputation, and this increase in reputation is the cause of the improvements in your Financial Performance. Moreover, Environmental Performance exacerbates the effect of reputation on Financial Performance.










	
Element 3 - Communication 


	
“To understand information quickly and accurately, receptionists should learn how to be a good listener, engage in active listening, provide clear and concise information, and be empathetic and respectful of others. You should also have excellent writing and editing skills for drafting and proofing professional emails (Gallagar, 2023).”
“Strong interpersonal skills ensure that receptionists interact and communicate well with others and support their ability to build relationships within the workplace. Interpersonal skills can also help receptionists when working with other employees or supervisors at work (Glassdoor Team, 2021).”
As Ruane (2022) describes that when it comes to basic elements of interpersonal communication, the various types of possible communication will cluster under four basic categories: verbal, listening, written and nonverbal communication.
“Communication skills are abilities you use when giving and receiving different kinds of information. While these skills may be a regular part of your day-to-day work life, communicating in a clear, effective and efficient way is an extremely critical and useful skill (Northup, 2023).”
“Good communication is all about listening effectively. Take the time to listen to what the other person is saying and practice active listening. Pay attention to what the other person is saying, ask questions and clarify points, and rephrase what they have said so that you know you have understood correctly (WikiJob team, 2023).”






	
Element 4 - Staffing 


	
	Firstly, let us take a look on the meaning of staffing, is “the right person is recruited for the right jobs, therefore it leads to maximum productivity and higher performance. It helps in promoting the optimum utilization of human resource through various aspects. Job satisfaction and morale of the workers increases through the recruitment of the right person (Half, 2023).”
Staffing is important because “is an important management function. It relates to the recruitment, selection, development, training, and compensation of human resources in an organization. It is a continuous management function and involves the top management of most businesses. Staffing plays a very important role in any organization. It enables the organization to effectively and efficiently discharge all other management functions (Cirino, 2020).”
It exists “four global staffing approaches: ethnocentric, polycentric geocentric, regiocentric (Workable Technology Limited, 2023).”
As Murphy (2019) refers that being a manager on a hotel, is necessary to know how to manage your staff well as:
· Don't overlook employee engagement;
· The culture in your hotel business will define the retention rate of your employees;
· Get everyone on board with your vision;
· Improve communication and efficiency with technology;
· Delegate and reward;
· Understand what it means to be a great manager.
Regan (2023) mention ways how employers can improve employee satisfaction in the Hotel such as:
· Keep The Atmosphere Fun;
· Offer Recognition And Rewards;
· Use The Right Tools;
· Offer Support To Your Employees;
· Create Opportunities To Grow;
· Ensure Schedules Are Readily Available;
· Exercise Responsibility;
· Gather Feedback.


Some examples of good engagement on the work place is “providing opportunities for professional development and growth, encouraging open communication and feedback between staff members and departments, offering competitive compensation and benefits packages and creating a positive work culture that values teamwork and collaboration (Helloshift, 2023).”
In 2023 the best ways to keep the staff happy is “providing incentives to employees helps boost morale and strengthen loyalty to your company, work toward DEI (diversity, equity, inclusion) goals and improve communication (Wingo, 2023).”
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