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Component One: key skills required to work at the hotel’s front desk. 
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INTRODUCTION
In this journal, I will document the most important things I've learned about working at a hotel front desk. In this session, I'll draw on my personal experiences and apply what I've learned to real-world business scenarios. I'll also explain why these skills are so useful in the hospitality industry.
MAIN BODY
I.	Attention to Detail:
Working at the front desk requires strict attention to detail since even the tiniest error may have disastrous consequences (Hall and Brown, 2016). I've learned from prior mistakes the need to double-check data such as guest names, reservation timings, and payment amounts before proceeding. My attention to detail has increased to the point that I can do any task with pinpoint accuracy.
Theoretical knowledge:
To maintain a high level of quality and professionalism while lowering the risk of making errors, it is beneficial to have some theoretical basis in attention to detail procedures such as double-checking information, using checklists, and verifying data (Hayes and Ninemeier, 2019).
Example:
It is critical to pay strict attention to detail while working with invoicing information. By double-checking all invoices and comparing them to what visitors have really paid, I can verify that guests are satisfied, and the hotel's finances are solid.
II.	Communication abilities:
Excellent communication skills are required for front-desk service (Sharpley and Telfer, 2022). It takes more than just accurate phrasing; it also takes careful ears and sympathetic heart. Working as a receptionist at a local hotel has allowed me to hone my interpersonal communication skills with individuals from all walks of life. I've learned to adapt my approach to each individual guest's specific language and linguistic requirements.
Theoretical knowledge:
The actual use of theoretical material on effective communication skills such as active listening and nonverbal cues may strengthen guest interactions. I can engage with my consumers on a deeper level, discover their preferences, and adjust my service appropriately by using these strategies.
Example:
A guest in the hotel sector may have certain dietary requirements. If I listen to my visitors and ask appropriate questions, I will be able to better serve them and give them the cuisine they need.
III.	Time Management Skills:
The ability to multitask is vital for anybody working at the front desk (Stipanuk, 2016). I had to manage various responsibilities at the front desk at the same time, including guest check-ins and outs, phone calls, and requests. Because I controlled my time well, I was able to react to visitors' needs swiftly and effectively.
Theoretical knowledge:
Workflow and productivity may be improved by putting into practice what was learnt in class regarding time management techniques such as prioritizing, scheduling, and the use of productivity tools. Using these strategies, I am better able to balance my various responsibilities.
Example:
Time management skills are particularly critical during busy check-in hours to ensure guests are checked in swiftly and effectively, lowering wait time and overall experience.
IV.	Problem-Solving Skills:
Because unexpected events are prevalent, problem-solving is an essential ability for everyone working at the front desk. Guests at the five-star hotel where I interned sometimes had issues with their room assignments or unexpected maintenance issues. I was able to overcome these issues by providing other ways or working rapidly with the right teams.
Theoretical knowledge:
With the use of theoretical knowledge on problem-solving methodologies such as root cause analysis and decision-making models, situations may be assessed, and the best course of action decided (Hayes and Ninemeier, 2019). Using these skills, I can think outside the box while attending to the requirements of my visitors.
Example:
In the case of an overbooking, I may utilize my problem-solving skills to find alternative rooms for guests, reducing their irritation and safeguarding the hotel's reputation.
These fundamental abilities are important to the hotel's success and are appreciated by customers. Staff members are more likely to work together and share ideas when they have access to and can trust one other's communications. The ability to address problems quickly and effectively is crucial for keeping operations running smoothly. Effective time management increases efficiency and makes the whole operation run more smoothly, which benefits the guests. The hotel can keep its stellar reputation thanks to the staff's meticulous attention to detail.
I will be prepared to succeed in the fast-paced and ever-changing hospitality sector by consistently putting my theoretical knowledge to use and honing my abilities in real-world contexts. By honing these abilities, I will be better able to serve guests, have a good impact on their stays, and advance in my hospitality industry.
CONCLUSION
Front desk employees in the hotel industry must be able to communicate effectively, think on their feet fast, prioritize their task, and pay special attention to detail. My personal experiences and business examples have underscored the need for theoretical understanding in these sectors. These skills are required to deliver outstanding service to hotel guests, ensure their satisfaction, and safeguard the hotel's stellar reputation. I am certain that by polishing and using these skills, I will help the hotel industry grow and deliver outstanding service to guests.
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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?


	Maintain a professional appearance while being kind and pleasant.
	Maintain an orderly reception area with all required resources close at hand.
	I think my strategy will work well since it prioritizes giving customers a good time while keeping things running smoothly.
	Keeping track of senior staff or supervisor contact information to ensure access to advice and assistance.

	Respond to guest complaints or concerns with empathy and initiative, consulting with managers as needed.
	Keep in touch with other services, such cleaning and maintenance.
	Dressing professionally and learning standard operating procedures will help me fulfil the mandates of the organization.
	Cross-training front desk associates to handle managerial tasks temporarily in the absence of the manager.

	Learn the hotel's SOPs and feel comfortable following them.
	If an unexpected scenario arises, it's important to get help from executives.
	Effective communication and prioritization will enable seamless coordination and efficient resolution of issues.
	Making sure things keep running well regardless of what happens.

	Give detailed descriptions of the hotel's facilities, services, and area attractions.
	Keeping note of guests' arrivals, departures, and any additional needs.
	To better serve my visitors, I practice attentive listening.
	Creating unmistakable lines of interaction.

	Pay close attention to the demands of the customers and respond quickly and accurately.
	Set priorities depending on how quickly they need to be done and how important they are.
	Seeking assistance from senior staff or supervisors, when necessary, reflects my commitment to delivering high-quality service.
	The contingency plan must be reviewed and revised on a regular basis to account for new information and shifting priorities.
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Component Three: Describe the key elements that are required when considering these four elements of hotel operations.
Word count: 1219
	Element 1 – Key Elements of Property Management Systems (PMS) in Hotel Operations

	
Property Management Systems (PMS) are essential tools for effectively managing hotel operations (Hayes and Ninemeier, 2019). These infrastructures comprise a variety of programmes and technologies that streamline critical activities, resulting in better service and happier guests. This study delves into the fundamentals of hotel Property Management Systems (PMS).

Firstly, a robust PMS should have significant reservation and front desk administrative capabilities. Effective reservation monitoring, hotel inventory management, and online booking integration are examples of such technologies. By providing a user-friendly interface for check-ins, check-outs, and guest information storage, the PMS improves front desk processes and boosts visitor satisfaction.

Secondly, without appropriate room and rate control features, a PMS is incomplete. The programme should allow for real-time monitoring of room availability, compilation of up-to-date maintenance reports, and simple OTA connection for dynamic rate management (Legrand, Sloan and Chen, 2013). This allows hotels to optimise earnings by experimenting with various pricing strategies in response to client preferences.

Thirdly, without a guest profile and communication tools, it is hard to give customised service. The PMS should make it easy to develop and maintain detailed visitor profiles that contain likes, dislikes, special requests, and information about loyalty programmes. With this information, the hotel staff will be able to better address the needs of each individual tourist, resulting in more loyal customers and more income.

Furthermore, a complete PMS will also include reporting and accounting features. In addition to automating billing, invoicing, and payment processing, the system offers precise information on important variables such as revenue, occupancy rates, and visitor satisfaction, which can be utilised to influence strategic choices and gauge performance (Brotherton, 2013).

Lastly, integration and compatibility with other hotel systems are important characteristics of a successful property management system (PMS). Because the POS, housekeeping, and inventory management systems are all connected, there is less need for workers to do repetitive duties. Because the system is compatible with mobile devices and cloud-based platforms, employees may access mission-critical data whenever and wherever they need it.


	
Element 2 – Key Elements in Considering Hotel Reputation in Hotel Operations


	
A hotel's reputation is critical to its capacity to attract new clients, maintain current ones, and prosper over time (Ethridge and Handelman, 2013). Many factors contribute to a hotel's reputation. Management must always keep a few things in mind. This article dives into the essentials of considering a hotel's reputation when doing business.

The strength and consistency of a hotel's brand image determines its success. A hotel with a well-defined brand identity that conveys the value proposition, purpose, and underlying values has a stronger emotional connection with guests. A hotel's brand image may be reinforced and distinguished from competitors by paying close attention to elements such as logo design, website aesthetics, and marketing materials (Hall and Brown, 2016).

If a hotel wants to be praised by its customers, it must continually give exceptional service. Employees must be provided with the tools and training they need to offer excellent service to visitors. prompt and simple check-in and check-out, prompt replies to guest inquiries and requests, and personalised treatment are all important components of a memorable and happy stay.

The prosperity of a hotel is entirely dependent on its customers. It is vital to deliver excellent customer service at all points of contact. The personnel must be kind and helpful, the rooms must be pristine, the cuisine must be delectable, and any faults or complaints must be resolved as soon as possible. Positive visitor comments and word-of-mouth advertising help a hotel's reputation considerably.


	
Element 3 - Key Elements in Considering Communication in Hotel Operations

	
The capacity to communicate clearly and effectively is critical to the successful operation of any hotel. Delivering exceptional service, ensuring seamless coordination, and maintaining a pleasant guest experience all rely on open and efficient communication among employees, visitors, and stakeholders (Hayes and Ninemeier, 2019). The basics of hotel operation communication are covered in this article.

Active listening and accepting criticism mechanisms are critical for consistent improvement. Encourage clients to provide feedback through surveys, online reviews, or suggestion boxes to get insights into the hotel's strengths and areas for improvement. The regular assessment and adoption of tourist feedback promotes positive word-of-mouth.

In difficult times, having open channels of communication is critical. During a crisis, a hotel's crisis communication plan should establish who does what and how to contact them. Effective crisis management, visitor safety, and brand protection may all arise from the timely dissemination of proper information to all relevant stakeholders.

A cohesive and effective hotel crew needs frequent and open channels of communication (Leslie, 2012). This needs an open channel of communication between all the company's many departments. It is beneficial to have frequent team meetings, utilise digital communication platforms, and follow defined communication protocols to ensure that everyone is on the same page. Positive work environments emerge from open channels of communication inside the organisation, which boosts production and efficiency.


	
Element 4 - Key Elements in Considering Staffing in Hotel Operations 


	
The success of a hotel or other hospitality company is dependent on the happiness of its clients, thus selecting skilled workers is critical. When it comes to staffing, hotels must consider a variety of aspects to function effectively and deliver outstanding customer service.

Access to comprehensive training and development programs is critical to employee success (Sharpley and Telfer, 2022). During orientation, new employees are given a crash course on the hotel's history, policies, and operating processes. Employees are brought up to speed on the latest industry advances and are prepared with the soft skills required to give exceptional service via frequent training. Investing in workers' professional development enhances morale and job satisfaction while fostering a perpetual improvement mentality.

An effective staffing plan is built on a robust recruitment and selection process. Hotel owners and managers should write extensive job descriptions outlining the requirements for each position. Using several recruitment tactics, such as online job boards, industry networks, and academic collaborations, may help you locate and employ outstanding people. In-depth interviews, reference checks, and assessments may help you find the right employees who share the hotel's values and service standards.

Staff satisfaction and retention are strongly related to the working environment's quality and the amount of engagement and enjoyment its workers experience at work (Stipanuk, 2016). Opening lines of communication, soliciting staff input, and recognizing workers for their accomplishments may all help to develop a sense of ownership and loyalty. Offering competitive compensation, bonuses, and work-life balance programs demonstrates your concern for your workers and fosters a happier work atmosphere.

It is critical to maintain a consistent workforce level to please consumers and keep things moving smoothly. Hotels must consider seasonality, occupancy rates, and the amount of work in each department when assessing personnel requirements (Webster, 2014). Using workforce management systems and other efficient scheduling techniques, staff resources may be more efficiently deployed, resulting in fewer overtime and greater overall coverage.
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