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	Introduction
The front office, often known as the front desk or reception area, is the hub of hotel operations and guests' first point of contact with the establishment (Bardi, 2010). It's a vital department that ensures the hotel can run smoothly and serve customers well. This study log is a collection of my ideas about the most crucial skills and knowledge required to work at a hotel front desk. I will use personal anecdotes and real-world examples to stress the relevance of these skills in the hospitality industry. 
Key Skills for Working on the Hotel Front Desk
Working at a hotel's front desk requires good customer service skills and the ability to multitask. I have learned and worked hard to develop several skills that are crucial to my job's success.
· Communication Skills: Front desk staff must have strong communication skills to help them engage with guests, co-workers, and other departments (Rao et al., 2021). They have excellent verbal and written communication skills, allowing them to present information effectively, answer questions completely, and deal with guest problems with grace and good humour. 



· Customer Service: Front desk staff members need training in providing outstanding service. They need to go out of their way to ensure that their guests have a pleasant and relaxing stay. The front desk staff is responsible for enhancing the hotel's image and generating more revenue by meeting the needs of guests (Solomon, 2018).
· Organization and Time Management: Employees at the front desk are sometimes asked to juggle a number of activities at once, including checking guests in and out, taking reservations, and answering the phone. They have such an impressive aptitude for prioritization and organizing that they keep the front desk running smoothly.
· Problem-Solving and Decision-Making: Trouble with customers and unanticipated events are standard fare for those working in hospitality. The front desk staff must be able to think quickly and make snap decisions in order to handle stressful situations. They need to be aggressive, original, and creative to keep guests happy and the hotel's reputation intact.
· Technical Competence: To stay up with the hospitality industry's rising reliance on technology, front desk staff at hotels will need expertise in a wide array of programs (Bardi, 2010). Apps for scheduling, making bookings, and exchanging messages are just a few instances. 

Applying Theoretical Knowledge in the Industry
I have developed my abilities in customer service and interpersonal communication by majoring in hospitality management. The skills I've learned here will be invaluable to me in my future career working front desks in hotels. By learning the fundamentals of good communication, for instance, I may improve my interactions with clients and employees.
By taking a course in customer service, I can better understand the needs of my clientele and cater my services to them. 
The Importance of the Topic in the Hospitality Industry
The success of a hotel depends on how well the front desk personnel is able to interact with and help clients (Shin et al., 2019). It's important to make a good first impression at the front desk because that's where guests first interact with the hotel. The skills and information listed in this training log are essential for delivering exceptional service to customers, addressing their inquiries and issues in a timely manner, and maintaining smooth operations.
The front desk serves as the central hub for guest and employee communication and services (Corgel et al., 2011). Staff members at the front desk who have received sufficient training can work in tandem with other departments to ensure that guests have a pleasant experience. Together, you can make the hotel run more smoothly and amaze your guests.
In addition, it is the front desk's responsibility to address guest concerns and make amends in a timely manner. In order to turn a poor interaction with a guest into a favourable one, front desk staff require strong problem-solving and decision-making skills. This resolves immediate issues and has the potential to convert formerly dissatisfied guests into enthusiastic brand advocates for the hotel.
There will always be a need for front desk staff, even if technology alters the way visitors interact with and the services they demand from hotels (Shin et al., 2019). Trained front desk workers provide a human touch and enhanced efficiency that cannot be replicated by technology or self-service. Guests in the hospitality industry want to have their needs anticipated, have their questions answered, and be given suggestions that are tailored to them as individuals.
Conclusion
Working at a hotel's front desk calls on several different abilities, including communication, customer service, organisation, problem-solving, time management, and technical know-how. These abilities are crucial for providing first-rate service to guests, addressing their concerns, and keeping the front desk running smoothly. Applying what I've learned in the classroom—about, say, effective communication and customer service principles—will help me give each guest an unforgettable experience and boost the hotel's position with the community. The topic of essential abilities for working at the hotel front desk is ultimately important in the hospitality business since it has a direct impact on visitor happiness, occupancy rates, and the hotel's overall success.




	
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 a quick resolution of this scenario in the future?

	Greet guests warmly:  My goal as a hotel front desk agent is to provide each guest with the genuine hospitality they deserve. When guests are greeted with a friendly expression, given your whole attention, and treated with respect, they will form a favourable impression and feel valued and cared for.
	Familiarize myself with standard procedures:  I intend to familiarise myself with the hotel's standard operating procedures manual. Now I feel prepared to manage a wide range of situations and maintain efficiency.

	Guest satisfaction:  They will feel appreciated and satisfied with their stay at the hotel if the staff is friendly, helpful, informative, and efficient. As a result, you may expect more rave reviews, loyal customers, and referrals.
	Cross-training staff:  I advise cross-training front desk associates so that there is always someone on duty who is familiar with the function in case of an emergency. This means that business as usual will proceed without a hitch and service quality will not decrease.

	Provide accurate information:  I plan to learn all there is to know about the hotel's amenities, services, and policies. My knowledge of the topic determines how well I can respond to guests' questions and give them accurate advice.
	Communicate with other departments:  I plan to improve communication between the various services provided by the hotel, including housekeeping, maintenance, and the kitchen. Keeping lines of communication open helps me respond quickly to guest requests, organise the delivery of services, and solve any problems that may emerge.
	Positive first impressions:  Guests are more likely to return if they are greeted warmly, get their questions answered quickly, and feel that their needs are being met. Guests may rest assured that their needs will be met by the hotel's skilled staff, ensuring a pleasant stay.
	Documented procedures and resources:  I will write up a comprehensive manual explaining the front desk's responsibilities, standard operating procedures, and critical resources. This document is intended to serve as a guide for whoever is responsible for working the front desk in the absence of the manager or designated associate.

	Handle guest requests promptly:  One of my main responsibilities is attending to customers' requests as soon as possible. Whether they need an improved room, an alternative arrangement, or assistance with their luggage, I will answer quickly and do my best to meet their needs. This will demonstrate the hotel's commitment to its guests' satisfaction.
	Prioritize tasks and manage time effectively:  I will prepare a list of my most important duties and prioritise them so that they are completed on time. Thanks to my time management abilities and flexibility, I am able to do multiple tasks at once and yet provide excellent service to guests at check-in, check-out, phone calls, and queries.
	Efficient operations:  The strategy places an emphasis on communication, time management, and taking preventative measures. This ensures a productive and efficient shift for all involved. Predicting visitors' demands and coordinating with other departments allows for tasks to be accomplished quickly and with the least inconvenience to guests.
	Emergency contact list:  In case of an emergency, I will compile a list of the hotel's most important contacts. This list will include backup workers, maintenance staff, and IT support to guarantee that any technical or operational issues are remedied as fast and efficiently as feasible.

	Maintain a clean and organized front desk area:  Maintaining an uncluttered and clean reception area conveys an air of competence and welcome. I will keep the desk nice and organised on a regular basis, making sure that everything is where it needs to be and that any promotional materials or brochures are easily accessible.

	Anticipate guest needs:  I plan to be proactive in meeting the requirements of my guests by thinking ahead to their most typical requests. I can provide information on local restaurants and sights, extra services upon request, and even help with getting about town if necessary. Taking such preventative measures will increase guest happiness and make they stay more pleasurable.
	Professionalism and competence:  The staff's competence, knowledge, and ingenuity reassure customers. Because of this, they will have more confidence in the hotel and enjoy their stay more generally.

	Regular communication with the manager:  I intend to make regular contact with the supervisor in order to go through upcoming shift schedules, potential conflicts, and available positions. Taking this precaution will allow us to head off potential difficulties.

	Act professionally and courteously:  Throughout my shift, I shall maintain a polite and professional attitude towards all guests. Paying close attention to criticism, displaying empathy, and being calm under pressure will allow me to fix any difficulties that arise and leave my visitors feeling heard and appreciated.
	Be adaptable and problem-solving oriented:  I will not be blindsided or unprepared for anything that may come up during my shift. When I keep my cool, use my head, and make the most of the resources available to me, I cause the least amount of disruption to the guests' experiences.
	Continuity and contingency planning:  Having a contingency plan in place ensures that any unanticipated issues will be addressed promptly. Cross-training workers, preserving emergency contacts, documenting procedures, and establishing a buddy system are all components of an anticipatory and well-organized plan of action. This not only ensures a quick resolution in the absence of key personnel but also establishes a resilient system that can effectively deal with unforeseen occurrences.

	Implementing a buddy system:  I recommend pairing up front desk employees to share the load during peak hours or in the event of an emergency. By coordinating our efforts, we can make sure that there is always someone available to assist guests with any concerns they may have and to speed up the check-in and registration procedures.




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)


	Introduction
A Property Management System (PMS) is a piece of software or an online platform that helps hotels, resorts, and other hospitality organisations coordinate and control their day-to-day operations and guest services (Wasan, 2017). It's like a nerve centre for the hotel, connecting and automating processes like reservations, guest check-in and check-out, room inventory management, billing, and reporting.
Functions of a PMS
Three functions of PMS are described as follows:
· Inventory Management: Stock management is vital to any PMS. Hotels can track their room inventory and make modifications. Rates, facilities, and availability are updated in the PMS. It reduces client wait time, overbooking, and occupancy. Guest services, supplies, and maintenance are also managed via the PMS (Lee and Lee, 2015).
· Administrative Task Reduction: A PMS reduces hotel staff administrative time. It automates certain operational activities, eliminating paper processes and administrative work. A property management system (PMS) automates visitor check-in and check-out, invoicing, payment, and report generation. The PMS streamlines these processes so personnel may focus on offering guests a memorable stay (Pavia et al., 2022).
· Integration with Connected Apps: Modern PMSs typically benefit from app and system integration. Reservation, channel, point-of-sale, and revenue management apps are interoperable. These solutions can reduce time-consuming tasks like data entry and record reconciliation. Integrating a property management system (PMS) with an online booking engine allows real-time availability updates and automated reservation synchronisation (Vinod, 2022).
Importance of Property Management Systems
Reservations, guest check-in and check-out, room inventory management, billing, and reporting are just a few of the critical hotel operations that are facilitated by property management systems (PMS). In order to maximise productivity, delight guests, and increase income, a solid property management system (PMS) is essential (Ahmad and Scott, 2019).
Limitation of PMS
Having to rely on a single vendor for ongoing support and system maintenance after implementing a PMS might be problematic if issues arise or if the seller no longer offers the product or service. Smaller, independent hotels may not have the financial means to set up and maintain a PMS, and certain PMSs' "all-in-one" nature may not be conducive to their specific needs (Fallon and Rutherford, 2010).
Conclusion
In conclusion, hotels and other hospitality organisations need a Property Management System (PMS) to regulate and automate administrative operations. It increases communication, data management, productivity, visitor experience, and sales. A powerful PMS helps a hotel succeed in the ever-changing hospitality industry.

	
Element 2 – Hotel Reputation


	Introduction
The term "hotel reputation management" describes the methodical approach taken to keeping tabs on how current and potential clients view a hotel (Baka, 2016). To foster a great reputation that attracts and retains customers, businesses must actively manage their online reviews, guest feedback, and social media presence.
Hotel Reputation Management
What we call "hotel reputation management" is the process by which hotels work to establish and maintain a positive image in the minds of their target audience: hotel guests (Quora and Khalifa, 2016). Constantly providing excellent service, fielding queries and comments from site visitors, and keeping tabs on and addressing online ratings and reviews are all essential components. Research says When choosing a hotel, 93% of customers read reviews before making a reservation (Yu et al., 2022). By highlighting and capitalising on great guest experiences, hotels may attract new customers and encourage word-of-mouth recommendations from delighted prior visitors.
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Source: Quora and Khalifa (2016)
Managing a hotel's online reputation
Managing a hotel's online reputation entails reading, analysing, and responding to customer comments posted on a variety of online review sites. To actively engage with visitors means quickly resolving their issues, expressing gratitude for positive feedback, and looking for ways to recover from service failures. The hotel's online visibility and reputation can be improved through the use of digital marketing tactics including review monitoring, social media management, and channel administration (Fallon and Rutherford, 2010).
Proactive Reputation-building Initiatives
Hotels must manage their online reputations reactively and proactively. Sending guests surveys or follow-up letters to get their feedback on how to improve their stay are two examples (Ma, 2017). Hotels can learn about trends, answer queries, and highlight excellent experiences by monitoring and reacting to guest comments on social media, review sites, and travel forums. Service recovery strategies and staff authority can assist build a positive reputation and retain customers.
Conclusion
In the competitive hospitality industry, a hotel's reputation is vital. By actively maintaining their online image, hotels may improve guest satisfaction and stand out from the competition. Proactively improving the company’s reputation and engaging with guests can boost guest loyalty and attract new customers. Strategic reputation management is crucial to a hotel's long-term success, revenue growth, and viability in the competitive hotel sector.


	
Element 3 - Communication 


	Introduction
For the purposes of this article, "communicate" has the meaning of "transmit or exchange information, knowledge, or ideas by means of speech, writing, mechanical or electronic media" (Oxford Dictionary, 2022). The success of a hotel relies on open lines of communication between the various divisions and workers who work there. When all parties involved (hosts and visitors) are on the same page, everyone benefits (Gerwe, 2021).
Types of Communication
There are various types of communication in the hospitality industry:
· Written communication: Includes emails, memos, reports, and written guest correspondence (Willis et al., 2020).
· Listening: Actively listening and comprehending information from guests, colleagues, and superiors.
· Verbal communication: Direct spoken interactions, such as face-to-face conversations and phone calls.
· Nonverbal communication: Body language, gestures, and facial expressions that convey messages (Hall et al., 2019).
· Digital communication: Utilizing technology and digital platforms for communication, such as email, chat, and video conferencing (Yakunina, 2020).
· Paraverbal communication: Tone, pitch, and pace of speech that influence message delivery (Braslasu, 2015).
· Interpersonal and Intercultural communication: Engaging with individuals from different backgrounds and cultures, considering diverse perspectives and communication styles.
· Visual communication: Utilizing visuals, such as signage, presentations, and graphics, to convey information.
Approaches to Communication
Effective communication can be facilitated by:
· Top-down and bottom-up approach: Management provides guidance and information to staff, while also encouraging feedback and suggestions from employees (Miller and Barbour, 2014).
· Adapting style to different audiences and situations: Tailoring communication style and language to suit the needs and preferences of different individuals and contexts.
· Attention to detail: Ensuring clarity, accuracy, and completeness of communication to avoid misunderstandings.
· Cultural approaches: Considering cultural norms, values, and communication styles when interacting with guests and colleagues from diverse backgrounds (Miller and Barbour, 2014).
Communication Cycle
The communication cycle involves five stages: encoding, message transmission, decoding, feedback, and understanding (Velentzas and Broni, 2014). It is crucial to ensure that messages are effectively encoded, transmitted, and decoded and that feedback is encouraged to confirm understanding and address any issues.
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Source: Velentzas and Broni (2014)


Conclusion
Effective communication is a vital element of hotel operations, contributing to efficient internal processes, positive guest experiences, and overall success. By understanding and utilizing various communication types, adopting suitable approaches, and fostering a clear communication cycle, hotels can enhance teamwork, guest satisfaction, and organizational performance.


	
Element 4 - Staffing 


	Introduction
Finding, hiring, training, and overseeing employees is what we call "staffing," and it's crucial to the hotel's success. The hotel's brand, bottom line, and guest pleasure all hinge on the competence and friendliness of its staff (Longart, 2020).
Role of Staffing in Hotel Operations
Staffing is crucial for delivering excellent service and maintaining operational efficiency. Adequate staffing levels, along with well-trained and motivated employees, are essential for guest satisfaction and overall hotel success.
Recruitment and Selection Processes
Proper recruitment and selection processes are necessary to ensure that employees possess the required skills, knowledge, and attitudes to meet guests' expectations. Thorough screening and interviews aid in selecting the best-fit candidates (Sanghi, 2016).
Training and Development Programs
Ongoing training and development programs contribute to continuous improvement, employee engagement, and skill enhancement. These programs ensure that employees stay updated with industry trends and deliver exceptional service.
Staff Management Practices
Effective staff management practices, including fair workload distribution, performance feedback, recognition, and opportunities for career growth, foster a positive work environment and contribute to staff retention.
Importance of Motivated and Well-Trained Employees
Motivated and well-trained employees contribute to exceptional service delivery, positive guest experiences, and enhanced hotel reputation. Employee satisfaction and engagement directly impact guest satisfaction and loyalty.
Conclusion
In conclusion, hotels need good staff. Strategic planning, recruitment, training, and management may ensure hotels a professional and motivated staff. Successful staffing practices improve customer satisfaction, service speed, and employee satisfaction. A hotel's success depends on its people, therefore workforce planning, recruiting and selection, training and development, performance management, employee engagement, and succession planning are vital (Jindal and Shaikh, 2020).
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