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Introduction:
In this learning log, I will reflect on the key skills required to work at the front desk of a hotel. I will discuss my understanding of these skills, their relevance in the hospitality industry, and how I can apply theoretical knowledge to practical situations in the industry.

Key Skills for Working on the Hotel Front Desk:
Working on the front desk of a hotel requires a range of skills to provide excellent customer service and ensure smooth operations (Adeani, Febriani, and Syafryadin, (2020). Some of the key skills I have learned include:
1. Communication Skills:
Effective communication is vital when interacting with guests, colleagues, and other departments. Clear and professional verbal and written communication helps in providing accurate information, resolving guest queries, and maintaining a positive image of the hotel (Paul, 2021).



Personal Reflection:
During my hospitality studies, I participated in role-playing activities and simulated scenarios to improve my communication skills. These experiences have given me confidence in handling guest interactions and have taught me the importance of active listening and clear communication.
2. Customer Service Skills:
Delivering exceptional customer service is at the core of front desk operations. This includes greeting guests with a warm welcome, anticipating their needs, handling complaints, and providing personalised assistance to enhance their experience (Hai‐yan and Baum, 2006).
Personal Reflection:
I had the opportunity to work as an intern at Cedar Court Hotel Huddersfield’s front desk, where I directly interacted with guests. Through this experience, I learned the importance of empathy, patience, and problem-solving skills in delivering exceptional customer service.
3. Organisational Skills:
Working on the front desk involves managing multiple tasks simultaneously, such as handling check-ins and check-outs, processing payments, managing reservations, and coordinating with other departments. Strong organisational skills are necessary to prioritise tasks, manage time effectively, and ensure efficient operations (Paul, 2021).
Personal Reflection:
During my coursework in Cedar Court Hotel, I learned about effective time management techniques and organisational tools. Applying these skills in practical scenarios during my internship helped me stay organised and handle multiple responsibilities effectively.
4. Problem-Solving Skills:
Guests may encounter various issues during their stay, such as room discrepancies, billing errors, or service complaints. Having strong problem-solving skills allows front desk staff to address these issues promptly and find satisfactory solutions (Bardi, 2021).




Personal Reflection:
Through case studies and group discussions in Cedar Court Hotel, I have developed problem-solving skills and learned different approaches to handling challenging situations. These experiences have taught me the importance of remaining calm, gathering relevant information, and finding creative solutions.

Application of Theoretical Knowledge in the Industry:
Applying theoretical knowledge in the hospitality industry is crucial for a successful career on the hotel front desk. Theoretical knowledge provides a foundation for understanding industry standards, best practices, and guest expectations (Baum, 2002). By applying this knowledge, I can:
1. Provide accurate information: Theoretical knowledge of hotel operations, policies, and services enables me to provide accurate information to guests, enhancing their experience and building trust.
2. Handle challenging situations: Understanding theoretical concepts related to guest complaints, conflict resolution, and service recovery equips me with the skills to handle challenging situations effectively.
3. Adapt to changing circumstances: Theoretical knowledge of industry trends, technology, and customer preferences helps me adapt to changing circumstances and provide innovative solutions to meet guest needs.

Importance of the Topic in the Hospitality Industry:
The topic of key skills required to work on the hotel front desk is of utmost importance in the hospitality industry. The front desk serves as the face of the hotel, and the skills exhibited by the front desk staff directly impact guest satisfaction, loyalty, and the overall reputation of the hotel (Kim, Seo, and Hyun, 2011).
Front desk staff are responsible for creating a positive first impression, addressing guest concerns, and ensuring smooth operations. Their ability to provide excellent customer service and efficiently handle various tasks contributes to the success of the hotel (Paul, 2021).





Conclusion:
In conclusion, the key skills required to work on the front desk of a hotel play a critical role in providing exceptional customer service and ensuring the smooth operation of the establishment. Through my learning and reflection, I have gained an understanding of the importance of communication, customer service, organisational, and problem-solving skills in this role.
Applying theoretical knowledge in practical industry settings allows me to provide accurate information to guests, handle challenging situations effectively, and adapt to changing circumstances. These skills are essential for delivering exceptional customer experiences, building guest loyalty, and maintaining a positive reputation for the hotel.
As I embark on my career in the hospitality industry, I recognise the significance of continuously developing and honing these skills. By combining theoretical knowledge with practical experience, I aim to excel in my role at the hotel front desk and contribute to the success of the organisation.
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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?

	To ensure that the hotel is represented well to guests on my first day as a front desk associate when my manager is absent, I would take several steps:
1. Identify the Cause: Investigate the guest’s complaint to determine why their room was not properly cleaned upon arrival. Possible causes could include miscommunication, insufficient training, lack of supervision, or resource constraints then address the Guest Complaint: Apologise to the guest for the inconvenience caused and assure them that their concern will be addressed promptly. Offer a solution, such as providing them with a clean room immediately or offering compensation for the inconvenience.
2. Familiarise myself with the hotel: I would quickly familiarise myself with the layout of the hotel, its amenities, and the services it offers. This would enable me to provide accurate information to guests and address their inquiries effectively.
	To ensure smooth operations throughout my shift, I would adopt the following strategies:

1. Prioritise tasks: identify and prioritise essential tasks such as check-ins, check-outs, and handling guest requests. By managing my time effectively and focusing on critical activities, ensure that operations run smoothly, and guests receive prompt service.

	I consider this plan to be effective because it focuses on key aspects of guest service, effective communication, and operational efficiency. By familiarising myself with the hotel, adhering to standard operating procedures, and seeking assistance when needed, I can represent the hotel well and ensure that guests have a positive experience.
	To create a contingency plan for future scenarios where my manager is unavailable, I would propose the following:

1. Documenting standard procedures: I would create detailed documentation of standard operating procedures for various front desk tasks. This would serve as a comprehensive resource for new team members or colleagues who need to step in during the absence of a manager.



	
3. Review standard operating 
procedures: I would thoroughly review the hotel's standard operating procedures for check-ins, check-outs, reservations, and other front desk tasks. This would ensure that I am aware of the correct processes and can provide a seamless experience for guests.
	
2. Communicate with other departments: Effective communication with housekeeping, maintenance, and other departments is crucial for maintaining operational efficiency. By coordinating with these teams and providing timely updates on guest needs, we can ensure that guest requests are fulfilled promptly.





	
	
2. Cross-training among team members: I would encourage cross-training among front desk associates to ensure that everyone has a solid understanding of different tasks and responsibilities. This would enable a smooth transition and efficient handling of front desk operations when a manager is absent.



	
4. Maintain a professional demeanour: I would approach guests with a friendly and professional attitude, ensuring that they feel welcomed and valued. Active listening and effective communication would be crucial in understanding their needs and addressing any concerns they may have.
	
3. Stay organised: I would keep the front desk area clean, tidy, and well-stocked with necessary supplies. This would contribute to a professional and efficient work environment, allowing me to handle tasks smoothly and minimize any potential disruptions.


	
	
3. Regular updates and training: I would organise regular training sessions to keep team members updated on any changes to procedures, policies, or technology systems. This would ensure that all front desk associates are equipped with the necessary knowledge and skills to handle various situations independently.

	4. Seek assistance when needed: In the absence of my manager, I would reach out to other experienced team members or supervisors for guidance and support. Collaborating with colleagues and utilising their knowledge 
and expertise would help ensure that guests' needs are met efficiently.

	
	
	By implementing these measures, we would be prepared for unexpected absences and capable of maintaining seamless operations and exceptional guest service.




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:
Introduction:

The successful operation of a hotel requires careful consideration of various key elements. In this essay, we will explore four crucial elements that play a vital role in hotel operations: Property Management Systems (PMS), Hotel reputation, Communication, and Staffing. These elements are interconnected and contribute to the overall efficiency, guest satisfaction, and profitability of a hotel. By understanding and effectively managing these elements, hotel operators can ensure a seamless and exceptional guest experience.
	Element 1 – Property Management Systems (PMS)

	
A Property Management System (PMS) is the central hub that integrates various operational functions of a hotel (Bashar, 2020). It encompasses reservation management, front desk operations, housekeeping, accounting, and more. Key features of an efficient PMS include automated check-in and check-out processes, room inventory management, guest profiles, and billing systems (Kokaz, and Murphy, 2011). A robust PMS streamlines operations minimises errors, enhances guest experiences, and provides valuable data for decision-making and revenue management. By automating manual tasks, such as check-ins, a PMS allows front desk staff to focus on delivering personalised services, addressing guest needs, and resolving issues promptly. Additionally, a PMS facilitates efficient communication between departments, ensuring a smooth flow of information and enhancing collaboration (Ottenbacher, and Gnoth, 2005).






	Element 2 – Hotel reputation

	
Hotel reputation plays a pivotal role in attracting guests and fostering guest loyalty.  
A positive reputation relies on factors such as service quality, cleanliness, amenities, and guest satisfaction (Foroudi, 2019). Hotel operators must prioritise guest feedback and online reviews to identify areas for improvement and ensure consistent quality standards. Active engagement on social media platforms, maintaining an appealing website, and responding promptly to guest reviews are crucial for managing and enhancing a hotel's reputation. By actively monitoring and addressing guest feedback, hotels can identify trends, address concerns, and make necessary improvements. Implementing guest loyalty programs and recognising repeat guests contribute to building a positive reputation and fostering guest loyalty (Lai, 2019). A strong reputation not only attracts new guests but also encourages repeat business and positive word-of-mouth recommendations (Mmutle, and Shonhe, 2017).



	Element 3 - Communication 

	
Effective communication is vital in hotel operations, both internally among staff members and externally with guests. Internally, clear communication channels and protocols enable smooth coordination among departments, ensuring efficient service delivery (Leung and Law,2011). Regular staff meetings, training sessions, and open lines of communication foster teamwork, encourage collaboration and provide a platform for sharing ideas and addressing challenges. Externally, prompt, and professional communication with guests during the pre-arrival, stay, and post-stay stages creates a positive impression and fosters guest satisfaction. Utilising various communication tools like email, phone, and messaging platforms is essential for maintaining excellent guest relations. Promptly addressing guest inquiries, requests, and concerns demonstrates attentiveness and a commitment to exceptional service. Effective communication also extends to providing accurate and timely information about hotel amenities, local attractions, and special events, enabling guests to make the most of their stay (Ottenbacher, 2007).



	Element 4 - Staffing 

	[bookmark: _Hlk136372018]
[bookmark: _Hlk136371802]The success of a hotel heavily relies on the competence and dedication of its staff. Staffing encompasses recruiting, training, and retaining skilled employees across various departments (Kusluvan, Kusluvan.Z, and Buyruk, 2010). Hiring individuals with a passion for hospitality, providing comprehensive training programs, and fostering a positive work environment are crucial for building a competent and motivated workforce. Adequate staffing levels, effective scheduling, and clear job descriptions contribute to operational efficiency and ensure guests receive personalised attention and service. Ongoing training and development programs empower employees to enhance their skills, stay updated with industry trends, and deliver exceptional guest experiences. Additionally, recognising and rewarding employee achievements.
Recruitment is the first step in staffing a hotel. Hotel operators must identify the specific skills and qualities required for each position and develop effective recruitment strategies to attract qualified candidates. This may involve advertising job openings, utilising recruitment agencies, and conducting thorough interviews and assessments. By selecting candidates who align with the hotel's values and service standards, hotel operators can set the foundation for a successful team (Foroudi, 2019).
Once hired, training plays a vital role in equipping employees with the necessary skills and knowledge to perform their roles effectively. Comprehensive training programs should cover various aspects, including customer service, operations, safety and security procedures, and technology usage (Travel Media Group, 2021). Ongoing training and development opportunities allow staff members to enhance their skills, stay updated with industry trends, and adapt to changing guest expectations. By investing in employee growth and development, hotels foster a culture of continuous improvement and provide employees with opportunities for career advancement (Mmutle, and Shonhe, 2017).
A positive work environment is essential for staff motivation and job satisfaction. Hotel operators should create a supportive and inclusive workplace culture where employees feel valued and appreciated. Recognising and rewarding employee achievements, providing regular feedback and performance evaluations, and promoting work-life balance contribute to employee morale and loyalty. Effective communication channels and open-door policies encourage staff members to voice their opinions, concerns, and suggestions, fostering a sense of belonging and teamwork (Mmutle, and Shonhe, 2017).
A well-staffed hotel ensures adequate coverage across all departments, enabling efficient service delivery and minimising guest dissatisfaction. Proper staffing levels require careful workforce planning and scheduling to meet demand fluctuations while maintaining a high level of service. By analysing historical data, forecasting occupancy rates, and considering seasonal trends, hotel operators can optimise staffing levels and allocate resources effectively (Foroudi, 2019).
Clear job descriptions and defined roles and responsibilities are essential for staff members to understand their duties and perform their tasks efficiently. Each department should have well-defined processes and protocols to ensure seamless coordination and collaboration. Effective communication among staff members, such as through regular team meetings and digital platforms, facilitates the sharing of information, best practices, and feedback. Staff members who feel valued and supported are more likely to deliver outstanding guest experiences, contribute to a positive hotel reputation, and drive customer loyalty (Ottenbacher, and Gnoth, 2005).



 Conclusion:
In conclusion, the four key elements of hotel operations discussed in this essay—Property Management Systems, Hotel reputation, Communication, and Staffing—are interconnected and vital for ensuring a successful hotel operation. Implementing a robust Property Management System enhances efficiency while managing and improving the hotel’s reputation and fosters guest loyalty. Effective communication, both internally and externally, creates seamless guest experiences, and investing in competent staffing leads to exceptional service delivery. By understanding and optimising these elements, hotel operators can create a harmonious environment that exceeds guest expectations and drives overall success in the competitive hospitality industry. It is through a holistic approach to these key elements that hotels can thrive, attract new guests, retain loyal customers, and achieve long-term profitability. By continuously evaluating and refining these elements, hotels can adapt to evolving guest preferences, technological advancements, and industry trends, ensuring their ongoing success in the dynamic world of hospitality.
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