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[bookmark: _Hlk137230972]Throughout my studies and research on this topic, I have gained a deeper understanding of the key skills needed to work at the front desk of a hotel. This learning journal will summarise my personal findings and reflections on this subject, as well as discuss the application of theoretical knowledge in the industry and the importance of these skills in the hotel sector.

One of the fundamental skills for working at a hotel reception is efficient communication. As the first point of contact for guests, excellent verbal and written communication skills are essential. Clear and concise communication ensures guests needs and requests are accurately understood, leading to a positive guest experience. During my studies, I have learned various communication techniques, such as active listening and using appropriate language, which I believe will be an invaluable asset when interacting with guests in the industry.

Another essential skill is customer service. Providing exceptional customer service is vital in the hospitality industry as it has a direct impact on guest satisfaction and loyalty. A hotel front desk agent must have a friendly and welcoming demeanor, be empathetic to guests concerns and go above and beyond to meet their expectations. I have learned about different guest service strategies and techniques in my training and believe that applying these concepts in real-life situations will allow me to provide outstanding guest service.

In addition to communication and customer service skills, problem-solving skills are essential for dealing with the various situations that may arise at reception. Guests may have complaints, requests or encounter problems during their stay, and it is crucial for a front desk agent to remain calm, analyse the situation and find appropriate solutions. During my training, I practised problem solving through case studies and simulations, which provided me with the necessary skills to handle difficult situations efficiently.

Adaptability and flexibility are also key skills needed for hotel reception. The hospitality industry is dynamic and situations can change rapidly. Front desk agents need to be able to deal with unexpected situations such as overbooking, last-minute cancellations or guest emergencies. Being adaptable and flexible allows receptionists to adapt quickly to these changes and ensure smooth operations. Through my training, I've learned about the importance of adaptability in the industry and I've developed strategies to deal with unpredictable situations calmly and professionally.

Besides the skills mentioned, there are several other aspects to consider when working at a hotel front desk:Attention to detail, Multitasking, Knowledge of hotel operations and facilities and Cultural sensitivity and diversity awareness. By combining the key skills mentioned above with attention to details, multitasking skills, knowledge of hotel operations and cultural sensitivity  front desk agents can excel in their roles and contribute to a hotel's success. The ability to deliver exceptional guest experiences and maintain a hotel's reputation is essential in the competitive hospitality industry.

Applying theoretical knowledge while working in the industry is essential for success. Theoretical knowledge provides a foundation for understanding industry practices and enables more informed decision-making. For example, studying different hotel management systems has given me insight into how technology can improve front desk operations and enhance guest experiences. By applying this knowledge, I can help increase efficiency and customer satisfaction in a real-world hotel environment.

The topic of key hotel reception skills is vital in the hospitality industry because the reception is the face of the hotel. Guests form their first impression based on interactions with front desk agents. Positive front desk experiences can lead into repeat business, positive reviews and word-of-mouth recommendations. On the other hand, negative experiences can have serious repercussions on a hotel's reputation. Therefore, it is essential that front desk agents possess the necessary skills to ensure a positive guest experience and sustain the hotel's reputation and image.

In summary, the key skills needed to work at a hotel front desk include effective communication, customer service, problem solving, adaptability and flexibility. Through the theoretical knowledge and practical experiences gained during my studies, I believe I am well prepared to apply these skills in the industry. The importance of these skills in the hospitality industry cannot be overstated as they have a direct impact on guest satisfaction, loyalty and the overall reputation of a hotel. By continuously developing and perfecting these skills, I am confident that I will be successful in my future career in the hospitality industry.
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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?


	Familiarize myself with the hotel's policies and procedures: I would review the hotel's standard operating procedures and policies to make sure I clearly understood how to proceed. This includes check-in and check-out procedures, handling guest requests, managing reservations and any other relevant information.

	Maintain an organized front desk: I would make sure the reception area is well organized and mess-free. This includes keeping all necessary documents, booking records and stationery easily accessible. A clean and organized workspace allows for efficient handling of customer requests and minimizes the chance of errors.
	I believe this plan is effective because it focuses on providing excellent customer service while keeping operations running smoothly. By knowing the hotel's policies, presenting a professional appearance, and promptly addressing guest needs, I can ensure they have a positive experience at the hotel. In addition, communicating effectively with other staff members and prioritizing tasks helps prevent delays or misunderstandings, resulting in a smooth flow of operations.
	Cross-Train Front Desk Associates: Cross-training front desk employees in various tasks and responsibilities can help ensure that there is always someone available to handle front desk operations in case of absence or emergency. This allows for uninterrupted coverage and reduces the impact of a manager's absence.

	Preserve a professional appearance and attitude: I will make sure I am well groomed and dressed appropriately to make a positive impression on guests. I would greet guests with a warm friendly smile, maintain a calm and helpful demeanor, and respond promptly and professionally to any concerns or questions they may have.

	Prioritise tasks: I would prioritize tasks according to their urgency and importance. This includes checking guests in and out, answering phone calls, responding to emails, and assisting guests with any requests or concerns they may have. By managing my time efficiently, I can ensure that all necessary tasks are completed in a well-timed manner.
	
	Provide documentation of standard operating procedures: Having detailed documentation of standard operating procedures and policies in place can help new front desk employees quickly become familiar with the necessary protocols. This documentation should include step-by-step instructions, FAQs and troubleshooting instructions.

	Provide excellent customer service: I would prioritize delivering exceptional customer service. This includes actively listening to their needs, empathetically addressing any issues or complaints, and exceeding their expectations whenever possible. I would be responsive to their requests and provide them with accurate information about the hotel's facilities, services and local attractions.

	Be dynamic: I would anticipate any problems or challenges that may arise during my shift and take action proactively to resolve them. For example, if there is an issue with a rooms air conditioning, I would proactively contact the maintenance department to resolve the issue before it becomes a major inconvenience to guests.
	
	Establish communication pathways: Implementing effective communication pathways, such as a dedicated group chat or shared document, can facilitate communication between front desk associates and other staff members. This ensures that everyone is informed of any updates, changes or special instructions, allowing for smooth coordination even in the absence of a manager.

	Communicate with other staff: I would maintain efficient communication with other departments within the hotel such as housekeeping, maintenance and room service. This ensures that guest requests are handled promptly and that any necessary co-ordination between departments runs smoothly.

	
	
	Periodic training and development sessions: Organise regular training sessions for all staff, including those not primarily assigned to reception. This would ensure that everyone has a basic understanding of reception operations and can step in if needed.

	


	
	
	



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:


[bookmark: _Hlk137388843]Introduction:
[bookmark: _Hlk137388160]Hotel operations contain a multitude of linked elements that are essential to the success and efficient operation of a hospitality establishment. Among these elements, there are four key components that play a vital role in shaping the overall guest experience and reputation of a hotel. This essay will explore each of these elements in detail and explore their significance in the context of hotel operations. More specifically, it will examine property management systems (PMS), hotel reputation, communication, and staffing as critical factors that require attention to ensure the smooth operation of hotels.By understanding and effectively managing these elements, hoteliers can increase operational efficiency, maintain a positive reputation, provide exceptional guest service, and optimize staff performance.
	
Element 1 – Property Management Systems (PMS)


	
Property Management Systems (PMS) form the technological spine of modern hotels, consolidating various operational functions and facilitating efficient management. A PMS serves as a central hub for hotel operations, including reservations, front desk services, guest information, room assignments, billing and reporting. Its primary function is to rationalize operations, improve guest experiences and maximize revenue generation.
Basic features of a strong PMS include reservation management, inventory control, guest profiling, billing and reporting capabilities. An effective PMS integrates with other hotel systems, such as point-of-sale (POS), housekeeping and revenue management systems, enabling a seamless flow of information between departments. 
PMS systems manage sensitive guest information and financial data, so robust security measures are essential. Strong PMS systems use encryption, user access control and regular backups to ensure the confidentiality and integrity of guest data. Compliance with data protection regulations such as GDPR or CCPA is also essential.By automating routine tasks, PMS allows staff to focus on delivering personalized guest experiences and ensures accurate data management.


	
Element 2 – Hotel reputation


	
A hotel's reputation is an essential asset that can significantly influence its success. It embraces the perceptions, opinions and experiences of guests, employees and the wider community. A positive reputation can attract new guests, encourage loyalty and lead to increased occupancy rates and revenue. In contrast, a negative reputation can be harmful to a hotel's business outlook.
To build and maintain a strong reputation, hotels need to prioritise different aspects. Providing exceptional service, constant quality standards and personalised experiences are fundamental. An engaging online presence, positive guest reviews and effective guest feedback management are crucial in today's digital era. Ensuring consistency of brand messaging across all touchpoints, from marketing communications to on-site interactions, helps create a consistent and positive image.
Effectively managing guest complaints and resolving issues promptly is also crucial. Hotels also should actively monitor online review platforms and social media channels to address concerns and show their commitment to guest satisfaction. By investing in reputation management, hotels can proactively shape perceptions and encourage positive word of mouth, leading to a sustainable competitive advantage.


	
Element 3 - Communication 


	
Effective communication is indispensable in hotel operations as it forms the basis of every aspect of guest service, internal coordination and cross-departmental collaboration. Clear and timely communication ensures smooth processes, minimises errors and improves the overall guest experience.
Internal communication within a hotel involves sharing information between different departments and employees. This includes sharing guest preferences, updates on room availability, maintenance issues and operational changes. Using digital communication platforms such as email, instant messaging and project management tools helps improve the flow of information and facilitates real-time collaboration.
Establishing channels for customer feedback and conducting surveys can provide valuable information about customer experiences and expectations. This information can be used to identify areas for improvement and to make the necessary changes to improve guest satisfaction. Actively listening to guest feedback and responding appropriately demonstrates the hotel's commitment to addressing concerns and needs.
External communication focuses on interactions with guests, suppliers and other stakeholders. It involves the effective use of multiple channels, including phone, email, social media and chatbots, to interact with guests and respond promptly to their needs. Effective communication increases guest satisfaction, boosts loyalty and contributes to positive online reviews.


	
Element 4 - Staffing 


	
Staff is a critical element in hotel operations as it directly influences service quality, guest satisfaction and overall operational efficiency. Hotels must invest in extensive recruitment processes to hire qualified and motivated individuals who align with hotel values and service standards.
Effective staffing requires careful consideration of factors such as workforce planning, job design, training and development, and employee engagement. Workforce planning involves forecasting staffing needs based on occupancy rates, seasonality and service requirements. Job design should focus on creating clear roles and responsibilities that promote efficiency, collaboration and career development.
Training and development programs are essential to equip employees with the skills, knowledge and tools needed to provide exceptional service. Regular training sessions, performance evaluations, and recognition programs contribute to continuous improvement and employee engagement.
Diversity and inclusion: inclusion in the workforce. Embracing a diverse range of backgrounds, experiences and perspectives can increase creativity, innovation and overall guest satisfaction. Implementing policies and practices that promote equal opportunity and fair treatment for all employees is crucial.
Encouraging open communication channels such as suggestion boxes, regular team meetings and anonymous surveys allows employees to share their ideas, concerns and feedback. Actively addressing employee input demonstrates management's commitment to employee well-being and promotes a positive work environment.
Maintaining a positive work environment, encouraging open communication and recognizing employee achievements are essential to retaining and motivating staff. Employee satisfaction translates directly into superior guest experiences, leading to an elevated hotel reputation and guest loyalty.
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