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Journal: Key Skills Required to Work on the Hotel Front Desk
Introduction
Hotel front deskwork is a crucial position in hospitality. Front desk personnel are visitors' first point of contact; therefore, their ability to communicate effectively, problem-solve, pay close attention to detail, and multitask is essential for guaranteeing guest satisfaction. In this journal, I will outline some key skills required to work at the hotel front desk, discuss my reflections, and compare industry examples and experiences. Additionally, I will discuss how I can apply theoretical knowledge while working in the industry and why this topic is essential in the hospitality industry.
Effective Communication Skills
Effective communication is one of the most critical skills for working at the front hotel desk. According to O'Halloran (2018), front desk staff must be capable of communicating successfully with guests, co-workers, and other stakeholders. This involves possessing good writing and verbal communication skills, listening actively and empathizing, and having the flexibility to modify communication styles to suit diverse guests. In my previous hospitality experience, I learned how listening could establish client relationships. I also realized the need to convey vital information quickly and effectively.
Problem-Solving Ability
Another critical skill required for working at the hotel front desk is problem-solving ability. Somlai (2019) notes that front desk staff must be able to handle various problems and challenges that arise during a typical workday. These may include resolving guest complaints, addressing maintenance issues, and resolving scheduling conflicts. Hence, the ability to think critically and creatively to solve problems is essential for front desk staff. Previous working experience taught me the value of proactively spotting possible issues before they grow and utilizing existing resources to solve problems promptly.
Attention to Detail
Attention to detail is another critical skill for front desk staff in the hospitality industry. According to Li et al. (2020), service quality, including attention to detail, highly influences guests' satisfaction. Front desk staff must ensure that guests' needs are met promptly and that they receive the highest level of service possible. This requires paying close attention to detail and proactively anticipating guests' needs. My previous experience in the industry taught me that attention to detail might contribute to a better guest experience, which can result in repeat business and positive evaluations.
Multitasking Ability
Finally, multitasking ability is another critical skill required for working at the hotel front desk. According to Belotti (2017), front desk staff members must manage numerous activities simultaneously, including taking calls, checking visitors in and out, monitoring reservations, and processing payments. This calls for effective time management and organizational abilities, the capacity for prioritization, and the capacity for performing effectively under pressure. I learned the significance of multitasking during my previous job and developed ways to manage my workload.
Application of Theoretical Knowledge in Industry
As I prepare to enter the hospitality industry, my theoretical knowledge will be critical in helping me apply the skills required for working at the hotel front desk effectively. For instance, the knowledge I acquired from studying communication theories will enable me to communicate efficiently with guests and co-workers. My study of organizational behaviour has aided my understanding of prioritizing tasks and working well in a team. My ability to recognize problems and determine solutions, pay attention to detail, and multitask successfully can all be improved with theoretical knowledge. I can enhance my performance and help the business succeed by using my theoretical knowledge in the workplace.
Importance of the Topic in the Hospitality Industry
The topic of key skills required to work at the hotel front desk is crucial in the hospitality industry because front desk staff plays a significant role in creating a positive guest experience. A study by (Chien and Tsai 2021) found that guests' satisfaction with hotel front desk services was positively associated with their overall satisfaction with their stay. Positive guest experiences can result in repeat business, positive reviews, and increased revenue. Poor experiences may damage the business's reputation and revenue. Therefore, front desk staff must deliver excellent customer service.
Conclusion
The ability to effectively communicate, solve problems, pay close attention to details, and multitask are essential traits for working at a hotel front desk. These abilities are crucial for guaranteeing client satisfaction, creating excellent services, and developing the hospitality sector. Front desk staff can perform better and contribute to the achievement of the business by using theoretical knowledge in the workplace. I understand the significance of improving these abilities and using my theoretical knowledge to provide customers with good service as I prepare to enter the hospitality business.
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Elements of Hotel Operations
Introduction
Hotel operations include property management systems, reputation, and personnel (Ettinger et al., 2018). Each element is vital for providing visitors with a satisfying experience and ensuring the hotel's success. This essay will examine the essential factors to consider when evaluating these hotel operations components.
Property Management Systems
Property Management Systems (PMS) are crucial to every hotel operations system. They offer many services that enable hotel management to run their operations more efficiently while enhancing the overall visitor experience (Yang et al., 2018). PMS can aid in streamlining processes, enhancing customer service, and boosting profits.
The capability of PMS to automate activities such as reservations, check-in/check-out, room assignment, and invoicing is the first essential feature. These operations can be automated to minimise labour expenses and increase productivity. It can also offer the opportunity to track consumer data, such as preferences and previous stays, which can be utilised to customise services and improve the customer experience (Niu and Fan, 2018). The second essential aspect of PMS is its ability to interact with other systems, such as point-of-sale (POS) systems, inventory management systems, and third-party booking sites (Ettinger et al., 2018). It enables a seamless transition across systems, hence increasing automation and efficiency. For instance, PMS can be used to update POS systems with updated guest information, such as their name, room number, and check-in date. It eliminates the need for manual data entry, saving time and decreasing the likelihood of errors.
The third essential characteristic of PMS is their capacity to generate real-time reports and analytics. This can monitor performance, recognise patterns, and enhance operations. For instance, reports can monitor occupancy rates and revenue and suggest improvement areas (Perez et al., 2019). In addition, the data can be utilised to develop customised marketing campaigns and target specific customer categories with offers tailored to their tastes. PMS should also have features that make it simple to use and access. It features a user-friendly interface, secure system access, and mobile access. It enables hotel workers to access the system from anywhere, which is crucial for managing operations while they are not on-site.
Hotel Reputation
The success of a hotel is heavily dependent on its reputation. It indicates how people view a hotel and its services. The reputation of a hotel can directly affect customer happiness, bookings, and revenue (Perez et al., 2019). As a result, hotel managers must pay special attention to their property's reputation and take measures to maintain and enhance it.
Customer service is the first essential ingredient of a successful hotel's reputation. To ensure clients have a great experience, it is necessary to provide superior customer service. This involves employing polite and helpful personnel, ensuring that all concerns are promptly answered, and responding to consumer feedback (Parvez et al., 2018). In addition, hotel operators should offer personalised services, such as a letter of welcome or a token of appreciation upon check-in. A clean and secure atmosphere is the second essential component of a good hotel's reputation (Mhlanga, 2018). This involves ensuring that the hotel is clean and well-maintained and that all safety protocols are followed. In addition, hotels must ensure that their facilities are up-to-date and equipped to suit the needs of their visitors, such as by providing amenities that adhere to current industry standards.
Providing superior products and services is essential to a positive hotel reputation. It includes providing a variety of amenities, such as a restaurant, spa, and other services that can enhance the enjoyment of the visit (Zsarnoczky, 2018). In addition, hotels should provide consumers with the best value possible by offering competitive prices and offers. In addition, hotels should engage in online and offline marketing initiatives. It covers more traditional types of advertising, such as print commercials and radio spots, as well as social media, email campaigns, and other digital marketing strategies (Parvez et al., 2018). In addition, hotels should develop relationships with their guests by engaging them in discussions and presenting them with relevant information.
Communication
Communication is also crucial to the functioning of a good hotel. To create an efficient and satisfying service, hotel employees must communicate successfully with guests, co-workers, and other stakeholders (Mhlanga, 2018). As a result, hotel operators must comprehend the fundamentals of effective communication.
Clarity is the first essential component of effective communication. All communications must be precise, succinct, and unambiguous. This can be accomplished by avoiding jargon and technical phrases and employing straightforward language (Ettinger et al., 2018). Moreover, all people participating in the communication must comprehend the message. It could be accomplished by either reiterating the message or offering different background. Active listening is the second fundamental ingredient of effective communication. It requires actively participating in the conversation and taking the time to listen to the other person. It is essential to ask questions, provide comments, and verify that everyone is on the same page (Niu and Fan, 2018). In addition, active listening can aid in fostering trust and a more collaborative atmosphere.
The capability to communicate in a range of formats is the third essential factor of effective communication. Communication involves spoken and written communication and using digital means such as email, text, and video conferencing (Zsarnoczky, 2018). Furthermore, it is vital to be aware of and sensitive to cultural variations when communicating with international guests. Lastly, it is important to maintain a professional approach when interacting with guests and coworkers. It includes respect, courtesy, a cheerful attitude, and avoiding lousy language (Pillai et al., 2021). In addition, listening to and resolving any issues guests may have is essential.
Staffing
Personnel is the process of hiring, training, and managing a hotel's workers to accomplish its objectives and deliver a positive customer experience (Chung and Byrom, 2021). Therefore, hotel managers need to comprehend the fundamentals of adequate staffing.
The hiring procedure is the first crucial aspect of suitable staffing. It entails sourcing qualified people, conducting interviews, and determining hires. It is essential to guarantee that the hiring procedure is objective and fair and that the chosen candidates are an excellent match for the role (Pillai et al., 2021). In addition, the hiring procedure should be completed promptly to guarantee that the hotel has the necessary personnel to run effectively. Training is the second most important part of a good workforce. It entails equipping workers with the knowledge and abilities to do their tasks effectively (Chung and Byrom, 2021). Training may involve both on-the-job and off-the-job training, and it should be tailored to the hotel's particular needs. In addition, staff must receive consistent feedback and performance updates.
Supervision is the third essential aspect of suitable staffing. It entails delegating particular duties to staff and offering them direction and assistance (Mhlanga, 2018). In addition, supervisors should be aware of the workloads of their staff and provide support as necessary. Supervision is also necessary to ensure personnel adhere to hotel standards and regulations. Lastly, it is crucial to ensure clear communication between employees and management. It includes providing employees with feedback on their performance and regular updates on the hotel's goals and objectives (Parvez et al., 2018, pp 289). Moreover, it is essential to ensure that personnel know of hotel operations or policy alterations. It might aid in keeping personnel informed and motivated to do their jobs.
Conclusion
In conclusion, hotel operations require much attention to detail to guarantee a favourable experience for guests. Hotel operations depend on property management systems, reputation, effective communication, and an adequate workforce. Hotel managers must consider the abovementioned factors to guarantee that their operations are effective and that their guests are satisfied.
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In this scenario – It is your first day as a front desk associate and your manager has phoned in sick. 
ACTION PLAN:
• What are you going to do to ensure that the hotel is represented well to guests?
I will do all my best to ensure that all the guest will be checked in, or out without any errors. I will make sure that all the details about the hotel will be delivered clear to the guests to avoid any inconveniences.
• How will operations run smoothly throughout your shift?
I will make sure that i will stick to the plan which my colleagues are following it during all the shifts and i will try to keep front desk very well organised. In this way all the steps will be clear and easy to follow.
• Why would you consider your plan being the most effective?
I will not consider my plan being the most efective because it will be my first day in the hotel and i am very sure that the older colleagues have a nice experience and a good plan to follow too. What i can say about my plan is that will come with some improvements and at the end of the day will be the most effective plan with  easy steps to be followed by everyone.
• What contingency plan will you put in place to ensure quick resolution of this scenario in the future? 
To avoid this kind of situation i will propose to open an assistant manager role which will replace the menager in extreme situations. In this way even  if the menager will not be present we will have the assistant manager which will e in charge and with very well acknowledgement about the front desk role. And if anyone have any questions or problems , the assistant manager will be able to sort it out.
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