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Front desk personnel are very important when it comes to the success of a hotel. They are the first members of the staff who interact with guests. Thus, they need key skills to effectively complete their tasks. Customer care is one of the main skills needed by front desk personnel. Customer care is all about dealing with guests. Thus, front desk staff should be welcoming, polite, and understanding when it comes to understanding the needs and wants of guests. They need to have the patience to listen while completing their other tasks. Front desk personnel must also be able to have proper teamwork skills. Seeing that front desk staff are usually the ones who are in contact with the guests they must be able to successfully communicate with those in other departments. This would ensure guest's demands are met. In this growing time technology has been evolving. Businesses try and evolve with technology so that it would be easier to manage their business. Thus, front desk personnel need to be able to use the internet and all that comes with it such as apps, Wi-Fi, websites, emails, and calls. This also ties in with flexibility because front desk staff must be able to immediately get accustomed to any new procedure and practice to ensure they are updated otherwise this can affect the running of the hotel. Scheduling and proper management are highly important, especially for a business like a hotel. Scheduling comes in handy with proper management because for example when guests make bookings front desk staff must be able to schedule their arrivals and departures to ensure they know which rooms are available for prospective guests. They must be able to have proper filing skills whereby they can keep track of all the documents about their guests for example their confirmation emails, security deposit information, and identification. Front desk staff must also be able to solve problems. They must be able to answer a guest's call at all times. There can be problems in any situation which is why problem-solving is important. If staff cannot find quick ways to mitigate a situation it would reflect badly on the hotel. This can result in guests getting upset or complaining or even worse leaving with a bad experience. Thus, this is a skill all front desk staff should learn. Knowledge of a foreign language can also be an asset as a front desk personnel because many people visit countries where they barely know the language thus knowing common languages that do visit the hotel would also help with problem solving. This is a common practice when it comes to choosing staff for that area of the hotel. (Half, 2023) (Team, 2023) (Lenson, 2019)
When using the Gibbs reflective cycle its important to understand and learn from a situation. Let's use two of my own experiences to explain this cycle. While I was working in a hotel a customer came up to me and asked me in a very aggressive manner about the surroundings of her room being nosey. At the time the room was located close to a family with a baby and there were not any rooms available for another few hours. At the time I was new at the front desk and the supervisor had gone on lunch. I tried to assist her however to no avail where she demanded she see my supervisor who handled the matter. Another situation in this same hotel was when a guest called while I was dealing with another guest. This was a time when front desk staff was limited. I asked the guest on the phone if I could call them back seeing I was already dealing with a guest however they wanted to speak with me at the moment because it was all the time they had and I was not too experienced with multitasking. They then got upset and hung up which made us lose a prospective customer. If we use the Gibbs reflective cycle, I would first look at those two situations and describe the situation such as remembering who was there at the time of the incident or where and what time the situation occurred. Then I would try to understand my feelings during those situations and understand all the negatives and positives of the event. I would think about the experiences and evaluate what I did wrong and what I didn’t do in the situation. I would think to myself what were the consequences? I would try and figure out more of the situation by asking more experienced staff members what they thought or what went wrong. I would then think about the situation and see where I went wrong or see what could have happened differently. Lastly, I would try and develop mitigation plans to handle the situation if a similar experience ever occurred in the future. (Main, 2023) (Team, n.d)  
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There are many ways to ensure a hotel room is cleaned to brand standards. Since the pandemic, many guests have become very conscious about their surroundings. Thus, to keep a reputable business protocols have to be put in place to ensure housekeeping is doing an excellent job. Keeping informed of the latest sanitary protocols is very important, but having a mission statement for these protocols is equally important. Training staff and having various protocols in writing would allow them to know what is expected. Deep cleaning is also important thus having the staff do it regularly would ensure the hotel room stays at a standard. Another way to ensure that rooms are being cleaned to the hotel standards is having various goals for housekeeping. This would motivate not only the staff but also show the guests that the hotel is dedicated to their well-being. Other actions include airing out the rooms, regular dusting, and replacing bed covers after a specific time. Lastly, the staff would need new tools and equipment to fulfill their tasks effectively. (Service, 2022) (Hospitality, 2020) (Services, n.d) (Cleaners, n.d) (Malosso, 2023)
Team effectiveness is important in a hotel environment. Conducting meetings where I clearly define roles and responsibilities, encourage debates about issues, and allow clear communication amongst teams is a great way to encourage team effectiveness. Clearly defining and assigning roles and responsibilities in meetings would allow everyone in the team to understand who is taking care of particular tasks. Encouraging debates in meetings allows clear communication where everyone is on equal footing. They would be able to voice their own opinions about matters so they feel more valued and included in the group. This also encourages open accountability where people can easily without prejudice say what they did wrong and propose solutions. Diversifying team members is also a way to achieve team effectiveness because having people from all cultures and races in the group allows new ideas and problem-solving methods. Team-building exercises are important where the teams can interact with each other to encourage healthy work relationships with clear communication and trust. Lastly, I would allow the teams to work on their own without micromanaging them, allowing them to make their own choices and learn from their mistakes. (Young, 2023) (Gleeson, 2020) (Cooper, n.d)
I would consider my checklist to be most effective because it covers all the basics and non-basic procedures that have to be done in a hotel room. These procedures ensure that the hotel room is at its peak cleanliness level that is unmatched. These items on the checklist are designed to ensure all guests can feel safe and secure in their hotel rooms at all times. The list is also effective because it is what I would expect to be done if I were to go and stay at a hotel. Ever since the pandemic, my view on cleanliness has changed and so has it for everyone thus when doing the checklist, I placed myself in the role of a guest. 
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ROOM CLEANING CHECKLIST
BATHROOM
· Open the windows and deodorise the room
· Check all appliances, light switches (to ensure bulbs are working), and electrical sockets 
· Empty trash and place new liners in the bin 
· Clean all sinks, faucets, toilets, showers, and bathtubs (if there is one available)
· Wipe down all mirrors
· Sweep and mop the floor
· Pick up all towels and change them
· Restock all bathroom kits with soap, shampoo, body wash, lotion and toilet paper 
· Sanitise all door knobs 
· Close back all windows after cleaning the bathroom
BEDROOM
· Open the windows to deodorise the room
· Check all appliances, light switches (to ensure bulbs are working), and electrical sockets 
· Empty trash and place new liners in the bin 
· Pick up all towels and change them
· Dust all furniture and shelves 
· Ensure nothing has fallen under the bed 
· Change all bedsheets and pillowcases and make the bed
· Wipe down all mirrors
· Sweep, vacuum (where needed), and mop the floor
· Pick up all towels and change them
· Sanitise all door knobs, remote controls, telephones, tables, chairs and magazines 
· Restock fridges, coffee, tea, sugar, cups, utensils, napkins 
· Close back all windows after cleaning 
(Hospitality, 2020) (Service, 2022) (Services, n.d) (Cleaners, n.d) (Malosso, 2023)
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