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The front desk in the hotel industry is fundamental, and they have to possess different interpersonal and technical skills as it is the first impression of the hotel. Therefore, during training, these personnel must learn all the necessary skills for active operations within the industry. This learning log focuses on the skills required at the front hotel desk. 
Active listening 
This refers to using non-verbal communication skills like eye contact, smiles, or verbal gestures to convey attention to other people. It is a critical skill within the hotel industry, especially for the front office, as it helps provide customer services and receive instructions as expected because the front office personnel interacts with the guests almost always (Jawabreh, Al Fayoumi, and Bareya, 2022). For instance, I will use these skills learned during coursework to help the guests feel valued more so when I am responding to their complaints.
Foreign language
For the front desk personnel working in the hotel industry, it is always to note that they may meet different individuals from different regions who may have other languages, as the hotel targets all kinds of guests from around the world (Sangpikul, 2021). Since employers desire people who can speak more than one language, this is an exceptional skill I learned during my course, and this is what I will use to deliver my best, especially when I meet such clients. For instance, I adjust my language to the new guests from France as this is a common requirement for front office staff.
Attention to details
This is a very crucial soft skill that all professionals working at the front desk must have, especially during their performance and execution of different tasks, which may call for precision (Prais, Jarvis, and Wagner, 2019). During the course work, I have been learning all this, and it is essential to note that I will apply it once I get into the industry in different ways. For instance, as front desk personnel, I need to key in the information provided by guests into the computer or the system as they make phone calls or even messages to make their reservations. I need this skill and be very keen to accurately get the information for making calls later and avoid wrong capturing of information. On the same note, I will also require these skills to review and input digital schedules to maximize the correctness of times and dates.
Stress management 
As front desk personnel, one has many roles to accomplish on different days. I need to help the guests with their questions and any inquiries. Therefore, this is crucial to me as stress management skills help the front office desk prioritize tasks according to their importance and stay calm and negotiate with the client to come up with a solution amicably (Cheng, 2021). In the hotel industry and specifically the front desk in this bit, employees value candidates with more stress management skills, showing that they can execute their jobs and duties regardless of what could go around them or what they are experiencing. This is precisely what I will do to the industry by transforming my skills.
Customer service
This can be defined as the process through which the front desk communicates with the clients or guests in an understanding and positive manner to help find the solutions and responses to their questions, demands, and problems. Additionally, customer service skills are fundamental in ensuring guest satisfaction and customer loyalty (Olimovich, Bakhtiyorovich, and Salimovna, 2020). For instance, as a front desk staff, one may get a phone call from a client who wants to wash and iron their clothes. It is the responsibility of the front office staff to direct the clients to the correct department which deals with this. In this case, the housekeeping department informs the housekeeping staff to check on the guest after sharing with them the room number.
Problem-solving 
All the front desk personnel must be able to identify and solve problems fully by providing the best solution. This is among the essential skills required for the staff in this department, as it also ensures the continuation of normal hotel operations. As a skill learned during the course work, I will apply this in the industry to help find problems in case they arise, as there are clients who may not show when they are dissatisfied, and from this, I will be able to solve such in the best way possible.
All the skills mentioned here are fundamental as they help ensure a better functioning and service delivery of the hotel industry and, more so, the front office section or department. These skills are crucial in improving customer service, guest satisfaction, solving their problems, and ensuring they have better stays by fulfilling their expected experiences. Therefore, the front office desk must have all these to ensure efficiency and effectiveness in service delivery within the hotel.




























		Word Count
	813



	
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?


	
	1. Communicate
Mistakes can occur due to miscommunication, and one responsible should ensure this is avoided. In this scenario and the manager's absence, one should be the problem solver and role model to other staff. Therefore, clear instructions should be given, procedures and protocols thoroughly explained, and concerns addressed. There are various ways through which communication can be passed from one person to another. The means of communication include; Social medial platforms like WhatsApp, memos, or face-to-face conversation.

	ii. Delegation
Delegation is critical for the smooth flow of hotel operations. There should be an easy flow of activities, and no vacuum should be felt in the absence of the general manager. An assistant manager should work in an acting capacity in absentia of the manager. Delegating tasks to departments that have a shortage of staff or where there is the absence of one or two will not lead to a stoppage of activities




	Monitoring of hotel operations
A spot check of operations is necessary to track the progress of work. Ensuring that every hotel department runs smoothly, like the catering and staff attending to guests and giving direction and assistance where necessary.
Supervision
Ensuring that every department is allocated a supervisor to ensure work is done. The supervisors can motivate the staff to perform tasks like cleaning and serving customers. To boost the staff, they can be encouraged to work as a team and be given a target to achieve, and a reward offered.
	Communication is an essential aspect of our day-to-day life. When the proper guidelines and instructions are given, the task will be understood and clarified. Whether upward or downward, communication must meet each staff member to understand any change of plans or new information delivery.
Delegation assists in assigning the team several tasks to complete the work given. For example, when there is a vacuum in the customer service department, catering staff can assist in serving customers with more accessible and convenient service.
	Coming up with clear procedures and regulations explaining what happens in an emergency. There is a need to establish a more effortless flow of communication that every staff understands for an easier flow of hotel operation. The hotel should develop a written constitution stipulating what happens in the absence of a manager, in which the deputy usually takes over. Guidelines will make management and the staff aware of what to do in case there is shortage of personnel in management or other departments. The team should be advertised to communicate earliest possible so that the hotel can have adequate time for planning.

	


	
	
	

	


	
	
	

	


	
	
	

	


	
	
	



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)


	


The hotel management system is a software application designed to streamline daily hotel operations. The HMS must have robust features allowing the hoteliers to manage all the aspects of the business, for instance, from guest reservation to accounting and housekeeping. One of the elements to consider here is integration capability, where the HMS should be able to integrate with Global Distribution Systems, Online travel agencies, among other distribution affiliates, and other distribution channels. This increases visibility by allowing direct bookings, thus boosting guest loyalty. The most popular OTAs are TripAdvisor, Opondo, and Priceline Group.
Additionally, Data security is a critical element of HMS. Since hotels deal with personal information and transactions, the HMS has to be 100% secure. Data security remains the number one priority in all management systems; therefore, top-notch security features are suitable for protecting customers' data (Pathak, Snghal, and Rana, 2021). On the same note, the HMS should be user-friendly, as only some people who book are tech-savvy. Some of them may only have basic IT knowledge.
Guest management is another critical element for consideration in HMS. A good HMS must allow easy guest reservations, check-ins, and check-out management. This can track room availability and rates, special requests, and notes for individual guests (Wang and Zhang, 2021). Also, it must have accounting management features to track revenue and expenses and generate financial reports on command or a regular basis. This helps ensure that the hotel operates at peak efficiency, effectiveness, and profitability.
The system should care for most of the needs as customized by the hotel, which is a crucial element of the HMS. Apart from the essential elements of HMS, like report and channel management, reservation management, online booking systems, and CRM, it is vital to consider additional elements and features to suit at least 80% of hotel operations.





	
Element 2 – Hotel reputation


	



We live in the era of constantly communicating through the internet, blogs, social media, and other telecommunications in general. Understanding the elements of monitoring, knowing, and controlling the information affecting companies, people, and brands is crucial for hotel reputation management.
Reviewing monitoring is among the elements of hotel reputation management. The powerful review websites platforms like Google and Facebook are the total capacity of customer activity. Managing these and other review websites is essential to maintaining the hotel's reputation (Foroudi, 2019). Social media monitoring is also an essential element in a hotel's reputation. It provides a view of all the guests say about hotel services and products, competition, and the market in general (Lai, 2019). Monitoring this helps better understand customers and gives information for improving the marketing strategy. Staying at the top of trends leads to brand protection, finding leads, and also build relationships.
The other key element of hotel reputation is brand-related mentions. This occurs in different online areas like forums, news websites, and blogs. With the increment and high rate of online activity, tracking the full range of brand moments on websites plays a crucial part, especially in the comprehensive reputation management strategy (Becerra-Vicario et al., 2022).




	
Element 3 - Communication 


	

Communication in the hotel industry is essential as it leads to the avoidance of many disputes within the hotel can be avoided through effective communication. This helps save the hotel from negative issues, enhancing well-being and incrementing staff retention, among other essentials. Critical elements of ensuring effective communication within the hotel industry are empathy, listening, clarity, non-verbal communication, personability, and respect. 
Empathy is essential in effective communication within hotels, and it helps them to consider how the delivery of the message affects the people it is subjected to and how best to deliver it. This is also very important, mainly when a disagreement results in perfect mutual agreement (Stafford, 2020). Additionally, listening is essential in creating an environment where the stakeholders are comfortable speaking up and sharing their concerns. This is very valuable for the hotel industry. 
Clarity and respect are critical elements in effective communication within the hotel industry. Before the delivery of any message, it is essential to take time to consider what one requires to say. Evident and concise messages are the easiest for ease of comprehension without causing any confusion. Respect is also crucial within the hotel industry, as any conversation should stay focused and ensure that the parties actively listen to responses. 
Being personable and medium is also a crucial element of communication within the hotel industry. Some critical messages are in their best way communicated through email, others face to face, and others through cell phone calls. For instance, emails can be easily misconstrued, and face to face may cause more unnecessary anxiety (Stafford, 2020). People like to be treated as people, and sometimes it is always essential to ask questions for clarification.






	
Element 4 - Staffing 


	
	

Staffing in the hospitality industry is critical as the industry is susceptible to service delivery due to one-on-one interaction with the clients. Commitment is required to provide excellent services to the guests, be it managers, concierges, or any other staff within the hospitality industry. One of the critical elements in staffing in the hospitality industry is communication. Excellent communication skills are very vital for the staff in the hospitality industry (Mosalev et al., 2018). The ability to adjust accordingly to read the guests' body language is crucial, for instance, knowing when they are nervous, distressed, or lost. This helps ensure a positive guest experience within the hospitality industry (Kandampully, Zhang, and Jaakkola, 2018).
The other element in hospitality staffing is being thorough and quality driven. Attention to detail is significant in the hospitality industry, looking for the best ways to improve customer experience and taking time with tasks to facilitate accuracy in different procedures. Additionally, being customer focused is the other key element in hospitality staffing. Customers are the main lifeblood of the hospitality industry, and with them, the business can be successful. The hospitality industry should therefore look for employees who can quickly drop their ego and have entirely focused on the customer as the sole purpose of the business (Nikolskaya et al., 2022). This involves employees ensuring they go the extra mile to satisfy the clients, find solutions to any issues arising, and generally exceed the client's expectations. 
In conclusion, the essay sought to establish the critical element under the given operation areas within the hospitality industry: the hotel management system, reputation management in the hotel, communication, and staffing. All the elements here were found to be very crucial in the overall guest experience. Through effective communication, guests can solve their issues best by showing empathy. Through better hotel management systems, the hotel has the capability through management to track performance, generate reports regularly, and make market forecast for the future.
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