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The purpose of this journal is to look at the key skills required to work on the hotels front desk. There are various hard skills and many soft skills required when working on the hotels front desk. Many of the soft skills required are teamwork, complaint handling, empathy, excellent communication skills, interpersonal skills, time management, multi-tasking skills, listening skills, the ability to work in a fast-paced environment, attention to detail, problem-solving skills, most importantly good customer service, hard skills- language, IT skills (PMS), industry awareness, hazard awareness, (ETC, 2023). There are also many more skills required such as clear speech, polite manner, high standard of personal presentation, patience, ability to handle cash, credit/ debit cards and foreign currency, the ability to operate standard office equipment e.g., photocopier, having a good telephone manner, excellent verbal and written communication skills (Careers and Wales, 2023).

Working on front desk, having good communication skills and a high level of customer service is key as you are the first point of contact for the guests coming into the hotel and are in constant communication with other departments (Ilie, 2023). Because the receptionist is frequently the first person a customer, candidate, or client interacts with when contacting the company, they are essentially the face and voice of the company, and as such, they play an extremely important role in the representation of the organisation (Deering, 2023). During placement at the front desk, I have understood the importance of communication. Communication is critical for hotel front desk and guest service staff. They interact with guests on the phone and in person all day, so it's vital that they communicate well and maintain a positive attitude (Doyle, 2020).                                                                                 

Being the first point of contact for the guests, I understood how important it was for me to be professional towards the guests with the use of a variety of both my hard and soft skills and ensure I was well presented during my shifts. During placement I used a variety of my soft skills, time management was one of the first skills ensuring I arrived on time to shadow my colleagues without disruption, presentation skills - ensured I was always well presented as being on front desk I will be giving the first impression to the guests. Using my interpersonal and communication skills I was able to greet and welcome the guests with a warm welcoming manner upon arrival, listen to the guests and answer any questions they had, anything I was unsure about I was able to communicate efficiently with my colleagues to resolve any questions the guests had which I could not answer to, this helped enhance my skills furthermore. I was introduced to the hotels PMS system at the Holiday Inn the PMS is The Opera, my manager helped to learn how to operate the system and from shadowing my colleagues I was able to check the guests out on departure this enhanced one of my hard skills in IT, as I wasn’t too confident with the PMS I asked my colleagues for help during guest check-in. The constant interaction with guests and staff helped me build more confidence in communication and customer service. Through the system I was also able to pre-allocate the rooms prior to guests’ check-in doing so helps to stay organised as during the busy times of guest check-in the rooms will have been allocated making guest check in quicker. This also makes sure that the rooms are ready and cleaned so the guests are not waiting around once they are in the hotel, they can simply be checked in. The system allows to be in contact with the other departments such as the house keeping staff to ensure all rooms are ready and cleaned for the guests. I was also able to see if any of the rooms were on maintenance and if the issues had been resolved which made it easier to allocate rooms knowing that these needed to be avoided if not resolved. I also used verbal and written skills, telephone manner when answering the phone and note guests’ requests/questions to pass on to the manager. 

Having the required skills for front desk is very important, as the hotel front desk employee can help create a good first impression, boost client satisfaction, and help the hotel build a great reputation (Indeed, 2023).

To conclude, I've learned that the main skills necessary for working at the front desk are crucial because all hotels have brand standards, and to make sure you're fulfilling brand standards, you must be able to act professionally and give the guests the greatest customer service. Utilising both hard and soft skills to the highest level will lead to happy and satisfied guests who will then return and become loyal customers. These customers will also provide positive evaluations, which will enhance the hotel's brand and increase revenue. Going forward, I believe I need to enhance my hard skill in using/understanding the PMS. 
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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?


	Continue to give the best quality and customer service to our guests.
I will ensure all departments are running smoothly. 


	Most importantly the customer service should not go downhill. The operations will run smoothly with the help of colleagues and duty manager as there will always be a duty manager on every shift.
	Communicating effectively with all staff members is key so everyone is aware of the situation, and that there is no miscommunication with any department. 
	I could start of by educating employees from start how to deal with such a situation if was to arise again. Training given to all staff members to ensure all staff know how to use the PMS system, and trained in all departments of the hotels needs so they can be pulled out of any department to cover. As someone being ill cannot be helped and these things happen in a workplace, team members need to offer support and get through the shift.

	Communicate with other colleagues and duty manager, use the PMS system to get all details about guests and any issues that need to be resolved before guest arrival.




	Make sure all departments are running smoothly by ensuring that I have enough staff on each department. If there is extra support needed, asking other staff to come in to cover or taking staff members of a department that is less busy. Also ensuring that there are enough staff in that department to manage.
	I will be giving 110% and trying my best to get through the shift in a professional manner.
To ensure the support is always there I will need to check the rota and see what the other members of staff are working on that day.
	For the future have a plan that all members to let you know at least 3 hours prior to being absent due to being ill as this gives enough time to sort out of cover and organise how the shift will run smoothly.
Put processes and procedures in place so the team know what to do when a manager is absent.

	Print and follow check list in order to ensure all tasks are completed. 
Be organised.


	Communication is key and as all departments have a duty manager, communicate and resolve any issues with each other. I will talk about any issues or ask questions if unsure on what to do or how to proceed. 
	Teamwork will make the plan effective as when you work as a team all tasks are better completed, knowing all staff are on the same page and know what to do and what is required before the shift starts. 
	Ensure that there is a duty manager on shift to offer support, also ensure all members of staff are flexible to cover if a member of staff is ill, so they can be phoned to come into work at any time. 

	Take contact details if there are any queries that I cannot answer and pass this onto the manager once they are back in. Pass on any issues via email or during the handover to the manager.

	If a guest has a complaint, kindly apologise to the guests if working slower and explain that it is your first day.
Use technology to your advantage- PMS system.
Staying organised with filing systems.
	Complete the task successfully despite the situation. Give your utmost best, ensure there is communication and understanding with each member of your team.
	Arrangements for the supply of cover for absence.
Researching local freelancers or retraining current employees might make a significant impact when time is of the essence. 
Hiring team members who understand the work, having the right group of people will be able to oversee jobs responsibilities and roles in the absence of a manager. 


	I will remember what I was shown in the trial shift, use my prior experience and do the job to the best of my ability with the limited support on that shift. I will remain calm, professional, smile, give 110% customer service and will apologise sincerely for any shortcomings that may happen.


	Follow colleagues and duty managers advice, follow checklist with instructions, ask for any training guide that may assist in completing the tasks. Try to complete tasks to the best of your ability. Most importantly work as a team.
	Plan will be effective because I will ensure that all the staff members are trained to use the PMS system, so when a situation arises, they are able to be pulled out of any department knowing that they have the adequate training to be on front desk. 
	Property management team assembles a contingency planning team that includes at least one representative from each department and every level of management, all the way down to entry-level roles. The team members decide on the goals for each department's contingency plan, and after conducting realistic risk assessments, they develop a plan for dealing with any situation. 



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)


	
A PMS system is software that operates as a centralised computer system for coordinating, scheduling, and administering the day-to-day operations of a lodging establishment. When considering the Property management System, the key elements required is Management of reservations, this will be one of the most important characteristics of a good PMS, control of front desk activities. Integration of channel management, mobile apps, marketing support, CRM & guest communication, housekeeping management, maintenance management, accounting and revenue management, reports and analytics.
The benefits of a good PMS will enable to manage guest online direct bookings including recording, tracking and taking reservation payments. This enables to quickly check guests in and out and allocate rooms. With the help of housekeeping and property maintenance management capabilities provided by PMS features, it enables to schedule the cleaning team, monitor a room's status, and arrange maintenance tasks with the least amount of inconvenience to visitors. Channel management is also very important the PMS allows to list rooms as widely as possible through the online channels increasing room occupancy through real-time rate and availability, which boosts sales through direct booking channels. (HiRUM software solutions, 2022). PMS that can gather and store visitor profile data are critical for improving the guest experience. With detailed guest profiles, venues can quickly recognise repeat visitors, give more personalised emails and offers, and provide the kind of proactive personalised care that turns customers become loyal guests before, during, and after their stay (WebRezPro, 2023). 



	
Element 2 – Hotel reputation


	
The reputation of a hotel is comprised of various critical components, including location, personnel, food, and marketing, among others (yieldplanet, 2018). Hotel Reputation is crucial, in the long-term hotel's reputation will have a direct impact on its occupancy levels. As a result, hotel reputation management is crucial for overall business growth. If done appropriately, it can promote brand value, attract return customers, and increase hotel revenue. It is critical for hotels to maintain a positive online image. As a result, concepts and methods such as online reputation management (ORM) have emerged. Online reputation can be defined as the general public's perception of an individual or entity on digital platforms and the internet. Its popularity has grown as the internet has become more widely available and social media has grown rapidly. An organization's brand image is typically influenced by the content it creates, followed by user interaction and reaction. Travellers today have the technology to make lodging decisions based on a hotel's web reputation.
Good reputation can help a hotel create a successful relationship with its customers, a bad reputation can destroy a hotel. Thus, hotels should monitor the progress of ORM across many platforms such as social media, web content, online reviews and ratings. This will also help in increasing sales, build credibility, attract employees, increase visibility and maximise revenue (Guest touch, 2022). Hotel reputation management's major goals are to monitor and influence how your hotel is perceived online. Monitoring review websites, responding to both positive and negative reviews, participating in social media, optimising your site for search, and a variety of other tasks are all part of it. To put it another way, your hotel's internet reputation is critical to its whole business and can have a substantial impact on how it competes with its competitors (Boley, 2020).
Many ways in helping with the hotel’s reputation would be getting as many positive evaluations as possible, it is a good idea to encourage delighted guests to publish a review on websites like Booking.com, TripAdvisor, and HolidayCheck. This can be done at check-out while thanking them for their stay, or subsequently by sending an automated email asking for their feedback and including a link to the hotel's web profile (yieldpanet, 2018). 





	
Element 3 - Communication 


	
Communication is an important part of the hospitality industry. Effective communication is critical to the success of any hospitality business, whether it is talking with customers to ensure their satisfaction or planning with personnel to provide excellent service.
Effective communication skills are valued in the hotel industry because they may be utilised to create relationships with visitors, resolve issues, and improve overall guest experiences. When communication is clear and succinct, it is simpler to avoid misunderstandings and miscommunications that could disrupt the operation's flow (lesroches, 2023). There are numerous forms of communication, and there are numerous strategies to enhance each one. The exchange of thoughts, information, ideas, results, and data between management and employees in the hotel industry must be two-way for the message to be clearly heard and understood. Communication that involves both parties is essential to maintain employee engagement and boost morale to keep staff members linked to the business, solve issues more quickly and openly, and promote continuous professional development for both management and staff. The objective of efficient communication at a hotel is to establish functional channels of communication and to transmit clear information among a team in order to improve customer experiences (guestjoy, 2022). A lack of communication can result in blurred understanding about what roles and responsibilities each member should be carrying out. In turn, confusion and conflict between team members can occur and the quality of service your hotel promises can start to decline (1834 Hotels, 2023).


	
Element 4 - Staffing 


	
Hotel operations require a lot of labour. For this reason, many of the jobs that result in high-quality goods and services for the guests require both people and machines. If guests want to return and the hotel is to establish a reputation for offering quality service, then employees at all organisational levels must be hired and taught to regularly do their tasks successfully. In order for someone to be hired for a job, their abilities must fit the requirements for that position. This is known as staffing (Ebighgbo, 2023). Every employee contributes significantly to the overall success of a hotel. Because of this, hotel owners are aware that building the appropriate team and selecting the right personnel may make or destroy a facility. The guest experience is the foundation of the hospitality sector, and employing hotel personnel is a key component of that. A rude or disruptive staff can have a detrimental impact on a hotel's online reviews, guest ratings, and, ultimately, its success. Most contacts guests have while staying at a property are with hotel staff, who act as the establishment's face. Positive guests’ experiences can be elevated by enthusiastic staff members. Online ratings and reviews immediately reflect customer happiness, which is important for managing a hotel's reputation. The typical hiring process consists of three basic steps: finding prospective employees, conducting the formal hiring and onboarding procedure, and keeping recruited personnel (Campbell, 2021).
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