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“ Hospitality is the art of making someone feel welcomed, appreciated, and important. It’s conveyed by words, facial expressions, and body language.” (Corgel, 2011, p. 6) 
In order to be suitable in the hospitality industry, an employee is required to have a wide range of skills. A skill represent a type of work or activity which needs specific knowledge and training. Skills can be divided into two categories soft skills and hard skills. 
Hard skills are those skills that are learned in an institution or in a training course and following this, a diploma or certificate attesting  is given to certificate the qualification obtained, for example college degree, language certificate, IT certificate and others. (Institute of hospitality, 2022)
Soft skills are those skills that you are born with or you acquire from experiences and interpersonal relationships, such as: communication skills, problem-solving, time management, patience, attention to details and others. (Institute of hospitality, 2022) 
“To deliver well and consistently, take the time to hire the person with the soft skills and train the technical skills” (Hospitality net, 2023)
In this journal, I will focus on the skills required for front desk employee. The job involves a great responsibility, because the guest associates the image of the receptionist with the one of the hotel, being the first person with whom he interacts upon arrival.  “We’re the first physical interaction with visitors, so it’s essential we use all the tools we can to deliver exceptional customer service.” ( Hotelowner, 2023)
“Front-desk agents perform transaction processing for check-in, folio processing and checkout. The key to enhancing productivity in this area is to reduce the keystrokes and time required to process each transaction.” ( Tesone, 2015, p.225)
 I started my student placement exactly with the front office department at Delta by Marriott in Swansea. The hotel is located at the edge of the ocean and a fresh air greets you from the moment you arrive.
On the first day I was very excited, but at the same time curious and eager to find out as many new things as possible. Before having the hotel experience, I knew a number of skills that a receptionist should have, from the perspective of a guest. This time I was on the other side of the front office and I discovered a variety of skills through special people who shared with me their experience gained during years.
Hard skills for a receptionist are language certificates because you interact with clients of different nationalities. IT certifications are also useful, which can help you learn booking programs more easily and facilitate your work performance. Other useful hard skills are certified for accounting, public relations or communication and customer service trainings.
A good example that happen during my placement period it is when a couple from Madrid came to check in and their English knowledges were very basic, so they couldn’t manage to have a good understanding with the front office manager. Luckily, the front office associate knew a little bit of Spanish, so she spoke with them. They were visiting Swansea for the first time and they wanted to see the area and to eat some traditional British food. They were so excited that somebody spoke their language and so happy for the received recommendations.
I believe that soft skills prevail over hard skills in this profession and are very important for guests, hotel management team, prestige of the hotel and for the loyalty of the clients.
Some of the most important soft skills for a front office person are: communication skills, problem-solving, teamwork, patience, attention to detail, organisational skills, multitasking, positivity and empathy.
During my placement, I was at the reception with one of the associates, when suddenly a gentlemen came for check out, another one wanted to register the car for parking, the phone was ringing, a lady came to ask something regarding breakfast, then another couple came to check out and another lady was waiting as she wanted to call for a taxi and all those supposed to be done in the same time. In conclusion, you have to manage your time and prioritise the issues as can happen that a lot of people come with request in the same time. The front desk employee react very prompt and she was very well organised, didn’t panic and she found solution for everyone as fast as she could. That was a great moment to see what multitasking means and how should react in situations like this.
In conclusion, I am happy with my experience at front office department and now I understand better what are the responsibilities of a person working there. They are doing more than check-in and outs, they are answering the e-mails, replying to guest’s feedback and requests, preparing welcome cards, balancing the room numbers, making a lot of reports, checking the payments and ensures that every guest receive what he asked for. 
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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 am planning to call another manager from other shift to cover the sick manager in order to have all the necessary support during the day.

	I will be calm and try to prioritise the thinks that has to be done trying to be multitask and to find the best solution to every problem that appears.

	Because always a team has to help each other, so in this case a teamwork can be the key of a successful and effective plan.
	If a colleague announces that he cannot come to work, a person is sought on an identical or close position with which he can be replaced.

	I am going to use my previous experience in order to represent well the hotel in front of the guests.

	Put a smile on my lips, keep on patience and if it is necessary explain to the guests that is my first day, if they can be a little bit more kind.
	Because I have been before in a similar situation, that is true that didn’t happen in my first day of work, but I manage to keep things under control and have no complaints from my guests.
	The existence of an operating plan of the hotel: where you can find the most important documents, a list of important customers who are going to arrive that day, phone numbers from all departments of the hotel.

	I will ask help from a superior to manage easier the situation, ask another employee who know the front office requirements that can help at least with some of the tasks, maybe to call another colleague from a different shift to help.

	During the first work shift I will try to familiarize myself with the hotel's property management system.
	Because in a situation like this I can’t afford that the guests to be disappointed with the services offered and it is necessary that someone who knows all the programs and the way of working to be present in order to provide quality services to the clients.
	Contact numbers of all colleagues working at the front desk and related departments that can help in similar situations.

	I am going to stay at the front office, receive the guests, make check outs if it’s the case and make notes after all the things done during the day in order to be checked with my manager next day.

	I will make notes after every task I made and try to avoid unexpected situations.
	Only by interacting with the clients you can create a connection with them and only by talking and making yourself pleasant you can escape from certain unpleasant situations without spoiling the hotel reputation.
	On the day shifts, will be working two associates and a manager so that in any situation at least two people are present at the front desk.



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 play a crucial role in hotel operations. 
“ For instance, the central backbone or nervous system of a hotel, convention center, conference facility, catering property, bed-n-breakfast, hostel and other lodging operations is called the property management system (PMS) “ ( Tesone, 2015, p.176)
  A Property Management Systems should effectively handle the reservation process, allowing staff to create, modify, and cancel bookings. It should integrate with the front desk operations, enabling smooth check-ins, check-outs, room assignments, and managing guest requests. It should maintain comprehensive guest profiles, including contact information, preferences, and special requests. 
Also real-time information on room availability and ensuring accurate inventory management are very important aspects. It should also support dynamic rate management, allowing hotels to adjust prices based on demand, seasons, or other factors. ( Bardi, 2010, p.259)
Regarding accounting, has to generate guest invoices, manage payment methods, and integrate with financial systems for accounting purposes. 
An effective Property Management Systems has to facilitate communication between housekeeping and front desk staff, allowing updates on room status, cleaning schedules, and maintenance requests. This ensures efficient room turnover and timely resolution of maintenance issues. 
A wide range of reports, providing insights into occupancy rates, revenue, guest preferences, and other performance metrics. This data helps hotel management make informed decisions, identify trends, and optimize operations. 
In conclusion, having a proper property management system it is essential for any hotel and has a series of benefits such as saving time, increase productivity, improving guest experience, simplifies accounting tasks, facilitates online bookings, reduces manual errors, and enhances overall efficiency.


	
Element 2 – Hotel reputation


	The hotel industry has undergone a great evolution lately, so the customers are more selective and have higher expectations, and the hotel reputation has acquired a greater scale. Hotel reputation plays a significant role in attracting guests and maintaining a thriving business.
“ Reputation management is the process of monitoring, managing and acting on feedback in online reviews and using it to drive higher awareness, guest satisfaction and revenue.” ( Reviewproblog, 2015)
The key elements when considering hotel reputation are guest satisfaction, online reviews and ratings, consistent quality, staff professionalism and brand consistency.
Providing exceptional customer service and ensuring guest satisfaction is paramount. Going above and beyond to meet guest expectations, promptly resolving issues, and consistently delivering a positive experience can enhance a hotel's reputation.
Online reviews and ratings on platforms like TripAdvisor, Google, and booking websites have a significant impact on a hotel's reputation. Encouraging guests to leave feedback and promptly responding to reviews, whether positive or negative, demonstrates a commitment to guest satisfaction.
Maintaining high standards of cleanliness, comfort, and amenities is crucial for building a positive reputation. Consistency across different aspects of the guest experience, from room cleanliness to food quality, contributes to a reliable and trustworthy reputation.
Professional hotel staff contribute significantly to a positive reputation. Friendly and knowledgeable employees who provide personalized service leave a lasting impression on guests and can generate positive recommendations.
For hotel chains or brands, maintaining consistent quality and service across multiple locations is vital. Guests should have confidence that their experience will meet the brand's established reputation, regardless of which property they choose.


	
Element 3 - Communication 


	Communication is very important within a hotel both between departments, but especially between the guest and the hotel employees. 
Several types of communication are used such as written communication through e-mails, letters, feedbacks, face-to-face verbal communication, non-verbal through face reactions and body language, listening and digital communication, a modern way to communicate with customers via e-mail, travel agencies, social media and others.
Several key elements are essential to ensure effective and efficient communication in hospitality industry , for example: clear and concise communication is crucial, messages should be easy to understand, avoiding jargon or complex language, active listening is an important soft skill for effective communication. Hospitality professionals should attentively listen to guests, colleagues, and other stakeholders, allowing them to express their needs, concerns, and preferences. This helps in understanding their requirements and delivering appropriate responses or solutions and obtain guest satisfaction and a good review. ( Casado, 2012, p.12)
In the hospitality industry, interacting with guests from diverse cultural backgrounds is common. Having staff members who can communicate in multiple languages or providing translation services can greatly enhance communication. Cultural sensitivity is also important, as it ensures respectful and inclusive communication practices that avoid misunderstandings and promote positive guest experiences. ( Bardi, 2010, p.79)
Digital communication channels have become integral to the hospitality industry. Effective use of email, messaging apps, online booking systems, and social media platforms allows for prompt and efficient communication with guests.
A number of strategies that can lead to the improvement of the quality of communication are: practice active listening especially with clients, the use of short and clear expressions, being respectful and patience.


	
Element 4 - Staffing 


	Staffing is a critical aspect of running a successful hotel. In order to deliver exceptional service, hotels are looking for competent and well-trained employees. Hiring employees with the necessary skills, knowledge, and experience is crucial. Investing in thorough training programs ensures that staff members are competent in their roles, deliver exceptional service, and uphold the hotel's standards.
 “ Hotels are searching for staff continuously. Employees, and that term includes supervisors and managers, come and go at a costly pace.” (G., & Vallen, J., 2014, p.210)
Employee Well-being and Support represent an important aspect as well. It is important to prioritize employee well-being for maintaining a healthy and productive workforce. Hotels are offering benefits, promote work-life balance, provide adequate breaks, and offering support programs can contribute to employee satisfaction and reduce turnover.
"It is not magic that creates the customer experience - it is the way excellent hotel performers work that creates the magic." (Hospitality net, 2021)
To create a positive work environment that fosters employee engagement and motivation is crucial for staff satisfaction and retention. Recognizing and rewarding achievements, providing opportunities for growth, and promoting work-life balance contribute to a happier and more productive workforce. Employees who feel valued at work, give better returns, get more involved and offer in turn higher quality services.
A clear communication and feedback are also important in order to keep staff happy.  Hotels have to establish open and transparent communication channels between management and staff. Regular feedback sessions, performance evaluations, and staff meetings facilitate effective communication, address concerns, and provide a platform for sharing ideas and suggestions. In this way any employee feels important and appreciated.
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