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	As a student of hospitality and tourism management, I have learned that working on the front desk of a hotel requires a wide range of skills. These skills are essential for providing excellent customer service and ensuring that guests have a positive experience during their stay (Zeithaml et al., 2010). In this student journal, I will summarise my learning on the key skills required to work on the hotel front desk, reflect on my personal experiences, and discuss the importance of this topic in the hospitality industry.

One of the most important skills for working on the front desk is communication (Paraskevas, 2006). Hotel staff must be able to communicate effectively with guests, as well as with other staff members (Murphy and Pritchard, 2004). This includes using clear and concise language, listening actively, and responding appropriately to questions or concerns. In my own experience working as a receptionist, I found that effective communication helped me to build strong relationships with guests and colleagues alike. For example, I was able to resolve a guest’s complaint about a noisy room by listening to their concerns and offering them a different room that better suited their needs.

Another key skill required for working on the front desk is time management (Kotler et al., 2014). Hotel staff must be able to multitask and prioritize tasks effectively to ensure that guests’ needs are met in a timely manner (Choi and Chu, 2001). This includes managing check-ins and check-outs, handling phone calls and emails, and addressing any other requests that may arise. I have found that developing a routine for managing my time and prioritizing tasks has helped me to work more efficiently and provide better service to guests.

Problem-solving is also an essential skill for front desk staff. Hotel guests may encounter a variety of problems during their stay, from room issues to lost luggage (Buhalis, 2000). Front desk staff must be able to identify the problem, come up with possible solutions, and implement the best solution quickly and effectively (Barrows and Powers, 2009). For example, when a guest lost their luggage, I was able to use my problem-solving skills to work with the airline to locate the luggage and have it delivered to the hotel promptly.

In addition to these skills, attention to detail is crucial for front desk staff. Hotel guests expect a high level of cleanliness, comfort, and safety during their stay, and staff must be diligent in maintaining these standards (Baker and Siguaw, 1999). This includes checking rooms and common areas for cleanliness and safety hazards, and ensuring that any issues are addressed promptly. I have found that paying attention to the smallest details, such as ensuring that the lobby is clean and welcoming, can have a significant impact on guests’ overall experience.

As a student, I have been able to apply theoretical knowledge to my practical experience working in the hospitality industry. For example, I have learned about different types of communication and how to apply them effectively in different situations. I have also studied time management techniques and problem-solving strategies that have helped me to be more efficient and effective in my work. By applying these theories in my practical experience, I have been able to provide better service to guests and contribute to a positive work environment.

The topic of key skills required to work on the hotel front desk is important in the hospitality industry for several reasons. First, front desk staff are often the first point of contact for guests, and their performance can have a significant impact on guests’ overall experience. By providing excellent service and addressing any concerns promptly, front desk staff can help to ensure that guests have a positive experience and are likely to return in the future.

Second, the hospitality industry is highly competitive, and hotels must differentiate themselves from their competitors to succeed. Providing excellent customer service is one way to do this, and front desk staff are essential in achieving this goal. By hiring staff with the necessary skills and training them effectively, hotels can ensure that they provide the highest level of service possible.

In conclusion, working on the front desk of a hotel requires a wide range of skills, including communication, time management, problem-solving, and attention to detail. As a student of hospitality, I have learned the importance of these skills in providing excellent customer service and ensuring that guests have a positive experience during their stay. By applying theoretical knowledge to practical experience, I have been able to develop these skills and provide better service to guests. The topic of key skills required to work on the hotel front desk is crucial in the hospitality industry as it plays a significant role in ensuring customer satisfaction, which ultimately leads to business success.
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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 would make sure to personalize the guest experience as much as possible by taking note of their preferences and needs. For example, if a guest mentions that they enjoy a particular type of coffee, I would make sure that it's available for them during their stay.
	I would prioritize my tasks based on their urgency and importance, ensuring that critical tasks are completed first.
	My plan prioritizes the needs and preferences of guests, ensuring that they have a positive experience from start to finish. By focusing on personalized service, effective communication, and efficient task management, I can help ensure that guests feel valued and appreciated during their stay. This will help to build a loyal customer base and increase the hotel's overall reputation.

	One contingency plan that could be put in place is to cross-train staff members so that they are able to perform multiple roles within the hotel. This would help ensure that there is always someone available to fill in for a sick or absent staff member, minimizing disruptions and ensuring that operations run smoothly. For example, a housekeeping staff member could be trained to assist at the front desk in the event that a front desk associate is absent.

	I would proactively offer assistance to guests who may seem lost or uncertain about the hotel's facilities or amenities. By being approachable and attentive, I can help guests feel more comfortable and at ease during their stay.
	I would be proactive in identifying and addressing potential issues before they become problems. This might include checking the status of reservations or identifying areas of the hotel that may require additional attention from housekeeping or maintenance staff.

	My plan is comprehensive and adaptable, allowing me to respond to a wide range of situations and challenges that may arise throughout the day. By staying organized and focused, I can ensure that all necessary tasks are completed in a timely and efficient manner, even if unexpected issues arise. This will help to minimize disruptions and ensure that guests are not negatively impacted by any operational issues.

	Another contingency plan could be to ensure that there is a backup plan in place for when the manager is absent. This could involve appointing a designated backup manager who is responsible for ensuring that operations run smoothly in the event of the manager's absence. The backup manager would need to be trained in all aspects of the hotel's operations and have access to all necessary information and resources.

	I would use positive language when speaking with guests to ensure that they feel welcomed and appreciated. This includes using words like "certainly" and "absolutely" when responding to guest requests and inquiries
	I would maintain a high level of attention to detail, ensuring that all guest requests and inquiries are addressed promptly and accurately.

	My plan prioritizes effective communication and collaboration with other staff members, ensuring that we are all working towards the same goals and objectives. By working together as a team, we can more effectively address guest needs and issues, resulting in a more positive overall experience for guests. This will help to build a strong team culture and improve employee morale, leading to better overall performance.

	A third contingency plan could be to develop detailed operating procedures for each area of the hotel's operations. These procedures should outline the steps to be taken in the event of various scenarios, such as a sick staff member, a power outage, or a guest complaint. By developing and regularly reviewing these procedures, staff members will be better prepared to handle unexpected situations and ensure that operations run smoothly.

	I would ensure that the hotel's branding is consistent throughout the guest experience, from the signage in the lobby to the amenities provided in the guest rooms. This will help create a cohesive and memorable experience for guests.
	I would ensure that all relevant documentation and records are kept up-to-date and organized, making it easy to track the status of guest requests and issues.

	My plan prioritizes continuous improvement and feedback, allowing me to continually assess and refine my approach to front desk operations. By regularly soliciting feedback from guests and colleagues, I can identify areas for improvement and make changes as needed. This will help to ensure that the hotel remains competitive and responsive to changing customer needs and preferences.

	Another contingency plan could be to invest in technology that can help automate and streamline various aspects of the hotel's operations. For example, an automated check-in and check-out system could reduce the need for front desk staff members and ensure that guests are able to check in and out quickly and easily, even in the absence of a front desk associate.

	I would actively seek out feedback from guests throughout their stay, using their comments and suggestions to continually improve the guest experience. This can be done through surveys, comment cards, or simply asking guests for their feedback in person.
	I would work closely with other staff members to ensure that we are all aligned on our priorities and objectives for the shift. This might involve coordinating with housekeeping to ensure that guest rooms are ready for check-in, or communicating with maintenance staff to address any issues that arise throughout the day.

	Finally, my plan prioritizes contingency planning and risk management, ensuring that the hotel is prepared for unexpected situations and emergencies. By establishing clear protocols and procedures for handling guest complaints, responding to emergencies, and ensuring staff safety, I can help ensure that the hotel is well-prepared to handle any situation that may arise. This will help to minimize disruptions and protect the safety and well-being of guests and staff members alike.

	Finally, it is important to regularly review and update the contingency plan to ensure that it remains relevant and effective. This could involve conducting regular drills and simulations to test the plan, gathering feedback from staff members and guests, and incorporating any necessary changes or updates. By maintaining a flexible and adaptable contingency plan, the hotel can ensure that it is always prepared to handle unexpected situations and keep operations running smoothly.



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)


	
Property management systems (PMS) are essential to the smooth and efficient operation of a hotel. These systems are used to manage a wide range of hotel functions, including reservations, check-ins, check-outs, billing, housekeeping, and maintenance (Gupta and Dogra, 2017). An effective PMS can streamline these processes, reducing the time and effort required to complete these tasks and enabling staff members to focus on providing high-quality guest experiences. PMS also provides valuable data and analytics that can help hotel management make informed decisions about pricing, inventory management, and marketing strategies.
When selecting a PMS, hotels should consider their specific needs and requirements. Some key factors to consider include ease of use, integration with other hotel systems, scalability, and security features. PMS should be regularly updated and maintained to ensure that they remain effective and efficient (Noone et al., 2011). Proper training and support should also be provided to staff members to ensure that they can use the system effectively. Ultimately, an effective PMS can help hotels to improve their operations, reduce costs, and increase guest satisfaction, contributing to greater success in a highly competitive industry.







	
Element 2 – Hotel reputation


	Hotel reputation is a critical factor in the success of any hotel. Guest satisfaction is the most critical factor in building a positive reputation. Hotels must strive to provide excellent service and amenities that meet or exceed guest expectations. Online reviews on sites like TripAdvisor and Yelp can significantly impact a hotel's reputation. Hotels should actively monitor and respond to reviews, both positive and negative, to show that they value guest feedback and are committed to continuous improvement (Xie and Mao, 2017). A strong social media presence can help hotels build their reputation and engage with guests in real-time. Hotels should post regular updates and photos, respond promptly to comments and messages, and use social media advertising to reach a broader audience. Finally, hotels should develop a strong brand identity that reflects their unique value proposition and resonates with their target audience. This can include logo design, messaging, and marketing materials (Cetin and Dedeoglu, 2017).








	
Element 3 - Communication 


	Effective communication is critical in the hotel industry, both internally among staff members and externally with guests and other stakeholders. Hotels should have clear and concise policies and procedures in place for all aspects of their operations, including guest services, housekeeping, and maintenance (Lashley, 2001). This can help ensure that everyone understands their roles and responsibilities and reduces the risk of miscommunication. Staff members should be trained in effective communication techniques, including active listening, empathy, and conflict resolution. This can help ensure that guests feel heard and understood and can lead to better outcomes for all parties involved. Technology can play a critical role in facilitating communication in hotels, with tools such as instant messaging, chatbots, and mobile apps (Kim and Kim, 2016). These tools can help guests communicate with staff members quickly and easily, providing a more seamless and efficient experience. Finally, hotels that serve a diverse clientele should have multilingual staff members who can communicate effectively with guests who speak different languages. This can help ensure that guests feel welcome and understood, leading to higher levels of satisfaction and repeat business.








	
Element 4 - Staffing 


	
	Staffing is a critical element of hotel operations, as the quality of staff can significantly impact the guest experience. Hotels must ensure that they have the right people in the right roles, with the necessary skills and qualifications to perform their duties effectively (Liu et al., 2017). Staff members should be well-trained, knowledgeable, and have a positive attitude towards guest service. Regular training and development opportunities should be provided to help staff members grow and advance in their careers, ensuring that they remain engaged and motivated. Employee engagement is also essential, and hotels should strive to create a positive work environment that fosters teamwork, collaboration, and open communication (Inanoglu and Okumus, 2018). This can lead to increased job satisfaction and reduced turnover rates, which can save costs associated with recruiting and training new staff. Finally, hotels should provide competitive compensation and benefits packages to attract and retain top talent in a highly competitive industry, which can also contribute to employee retention and job satisfaction. By investing in their staff, hotels can create a positive work environment that leads to better guest experiences and ultimately greater success (Choi and Mattila, 2011).
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