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The purpose of this student journal is to reveal the most important skills to work on the hotel front desk. The front desk is the centre of the hotel, the receptionist being the first person in contact with the customer, with responsibility to exceed their expectations during their stay, having answer to any question and dealing with issues (Walker, 2021). Depending on the task the receptionist is operation the skills required to complete it are a combination between information learned in school or a training course, known as hard skills and the soft skills that are abilities learned from previous jobs and interpersonal relationships (Institute of Hospitality, 2023).
As stated by Bardi and Cha (2003) an employee that works in a front desk undertakes a range of activities daily such as: welcoming, registering guests and allocating the keys of their room, answering phones, offering information and help about local amenities and attractions, preparing bills. To complete these responsibilities, skills such as: a good communication, empathy and a warm smile can make the stay better for the guest, when the hotel is busy the organization skills are essential, the ability of problem solving, spontaneity can avoid unpleasant situations and multitasking skills to help other departments are needed (Carreirão, 2019).  Without using technology, the bookings, check-in, check-out, preparing the bills, internal reports or answering emails would not be possible, IT skills also   required (Melian-Gonzalez and Bulchand-Gidumal, 2017).
The front desk employee must have a good collaboration with other departments, for example housekeeping to ensure that room is ready for the guest arrival. I saw a good collaboration between departments on my placement when were booked 48 rooms for a group of people from Thailand. The front desk offered all the information needed for Food and Beverages Department in advance, so they can prepare breakfast, then Food and Beverage department help with check-out and with the luggage. Another example it is The Cavendish London Hotel which had the best 'Front of house team of the year' in 2011. This is due to anticipatory service offered to the guest but also within colleagues who have been trained in each department (Caterer & Hotelkeeper, 2011). I could say that in these cases the teamwork, attention to detail, multitasking, willingness to learn are the skills that contributed to success.
In a day of work, unexpected things can happen, as presented in the study by Ling and Chen (2017): a group of 2 adults and 2 children, one of two years old and one of 9 years old during their trip to Malaysia booked a double room. They arrived at the hotel close to midnight, being visibly tired. The receptionist noticed that they would have been crowded in the double room and after checking the availability of the rooms, he offered them a family suite at no additional cost. In my opinion, in this situation, the receptionist was guest oriented, had solving problems abilities, good knowledge of hotel and clear communication with the guest, skills that made the guest pleasantly surprised and can bring positive reviews for hotel reputation. Another good example it is when a guest wanted a specifically arrangement in the room, the front desk assured this to happen, therefore the guest became loyal to Marriott Portsmouth. 
I consider that a training with the purpose to explain to the employee the job requirements and how to respond competently in diverse situations can be in the company's interest. Absence of professionalism, failure to use polite manners, customer discrimination and showing no empathy it is a behaviour of front desk employee which is not an example to be followed. Capildeo (2011) article offers a negative example of a receptionist behaviour, he did not permit to a guest to breastfeed in hotel foyer, refused some guests because he believed that they could be gay, and a complaint was received from a disabled guest who could not get to breakfast in the scheduled time because of his medication and he was not allowed to take it later.
Analysing these examples, makes me think if I could have the necessary skills for this job. In my previous jobs some skills: communication, empathy, problem solving, technology, spontaneity I have learned within team members but not with customers as I wasn’t often in direct contact with them. I think that my experience during my placement will have a positive impact on this aspect.
In my opinion a front desk employee which know how to use skills required for this job can make a successful career and at the same time to promote in a positive way the hotel. Mullen’s article (2015) shows how an employee can be named the best receptionist in the world and to evolve in the career by being engaged: greeting with a smile customer by name, adapting to their needs and taking seriously each challenge.
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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?


	
The first think that I will do it in this case I will analyse the situation, to find out how busy the day it will be and if there it is not much work, I think I can handle myself with daily task.

	
I think an important thing is to keep calm and use the knowledge that I have that is necessary for the job. Organise the work to not become overcrowded, to plan and prioritize the more important and urgent task, also to not miss any operations.

	
Before starting to work for a position, training is provided by most of the hotel company, therefore the skills and the knowledge to transmit the values of the company should be well mastered.
	
It can happen to anyone to be absent from work from one day to another, and so that this does not create problems in the future, I think that during the training, skills that are needed to assess the situation are essential to be learnt. This way the employee knows how to manage the situation if he can handle himself or if he needs someone's help.


	
Because it is my first day at work, the advice and help of a colleague who has more experience can be useful for the day to go as good as possible and avoid any complaints or misunderstanding.

	
Allocation of work tasks between us can prevent and avoid agglomeration, the experienced colleague knows the process and mistakes can be avoided. Having a colleague with me to offer me support can de-tension the situation.

	
With the support and encouragement of my colleague, I remove the pressure, emotions, and negative thinking that I might fail. This way I can focus on the work that needs to be done.
	
Promoting teamworking and collaboration between colleagues from the same or different department and general training about the hotel operation can make difference in a crisis. Understanding that unpredictable can happen any time, no matter in what department carry out the work.


	
In this situation, one way to solve the unintentional missing of a department manager would be to ask for help the general manager, who can advise me and organize the work according to the needs of the hotel operation and customer service not being neglected.


	
Based on the general manager's support and indication, the daily tasks will be correct completed without missing any operations, not creating issue for other departments.
	
The general manager should have the basic knowledge of how front desk should run efficiently; therefore, he will offer appropriate instructions.
	
An engaged manager knows what to do to avoid crisis situations, using his efficient communication skills with his staff regardless of the position occupied and department, can control the situation with calm, avoiding unwanted stress and its consequences.



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)


	
The computer based, property management system (PMS), it is a central application that can be used by all hotel staff even if they work in back or front of house. In the process of the client's accommodation in a hotel, after room reservation, booking and check-in at arrival, all guest information completed and payment method confirmed, the last step it is to add all these to property management system, therefore payment it is possible (Wood, 2013). 
The collected information can also come from other sources such as: guest relationship and loyalty programs, other hotel departments and related websites. All these information can create a guest profile and can influence internal decisions and improve operations. Therefore, for a manager the properly management of data it is a useful to enhance operating efficiency to deliver great experiences for the guest (Krželj-Čolović and Cerović, 2013). 
However, in the research of Pucciani and Murphy (2011), in which he interviewed 95 hotels mostly in Europe, he observed that not all data are fully used.  90% of these use daily PMS reports, by departments related to customer or operational data, but only 42% generate reports that can improve business objectives. This can be seen in the value of revenue generated per room, 133 euros for hotels that create reports and 109 euros for those who don't use these reports. 
The PMS system used can be different depending on the type of the facilities and the operations carried, some examples are Micros, that can connect different hotel departments, IDS Fortune for centralised records and Shawman is an integrated front office software (Moyeenudin, Parvez, Anandan and Narayanan, 2018). 


	
Element 2 – Hotel reputation


	
The hotel reputation can be defined as the effect, the judgments and the perception of the interested parties based on company performance, or in simple words, the guest opinion about services provided (Wai Lai, 2019). The online environment is used by customers to express their positive or negative reviews, which can affect the number of reservations. Some studies shows that 95% of people read the feedback before making a booking, in average about 9 reviews of which 57% are positive and 43% are (Hospitality Net, 2023). 
One of the most used platforms by travellers for online reviews and feedbacks it is TripAdvisor. Analyses of Ajanović and Çizel (2015) where 364 reviews of Hotel Bel-Air Los Angeles from 2010 to 2015 were answered, a scheme of successful online reputation developed by 'creating unique content about the property, personalization, emphasizing property values and dealing with negative comments'. A negative review it is better than no review, having a complaint is not always a bad thing, realizing that it is an issue contribute to improvements, but situation also needs to be repaired for the customer and resolved promptly with empathy and with professionalism (Mullen, 2020). 
The hotel reputation should not be neglected by any hotel company as 1% increase in hotel online reputation can increase the price with 0.89%, higher percent for the room occupancy u to 0.54% and increase of the value of RevPar with 1.42% (De Pelsmacker, Van Tilburg and Holthhof, 2018).


	
Element 3 - Communication 


	
As in any other industry, in the hotel industry without a good communication, whose purpose it is to transmit the information and to understand the desired message, the existence will not be possible on the market. Interpersonal communication, within two or more people, and the organizational communication constituted from all network and systems that are used by companies to update the customer with their offers or promotions, are the types of communication in the workplace (Walker, 2021).
An efficient communication between managers and employees it is essential to achieve work satisfaction. In the study of Tanković, Bilić and Brajković (2022) it is discussed that this is being possible with clear transmission of the information, open discussions, consulting and honest evaluation. As a result of effective communication, the employees will feel valued and important for the team, and this will have a positive impact for the customer and the company reputation will have only benefits. Another important type of communication is between the hotel company and its customers. The transmission of information these days is easier and faster through technology, especially through social networks, easily accessible to the customer which can receive the message in just few seconds. For example, during the Covid-19 pandemic, companies were able to inform customers about the regulations imposed by the government, but also how they are implemented it, also named crisis communication. This way the customer could avoid any inconvenience caused by changes in regulations (Atasoy, Oguz and Sengul, 2022).


	
Element 4 - Staffing 


	
In the hospitality industry, a hotel company can have all the facilities to ensure customer satisfaction, but if you do not have the right employees to provide the promised services, the company may not have the desired success.
The process of finding and hiring people with the necessary qualities for the required job can be quite difficult, especially when the number of people needed in high season is in the order of thousands, the science can come in the aid of employers, for example, The Broadmoor hotel and resort, are using Predictive Index program, a scientific assessment/profiling tool to find hospitality-oriented people (Solomon and Humler, 2016).
To be sure that clients receive the promised services, new employees learn the company's values and how to put them into practice during the training process. At Ritz Carlton Hotel, each employee has 30 days of training with a certified trainer from the department. Also, the general manager, the executive and guidance and HR team are involved to transmit the Credo, the 20 Basics and the Motto of the company, the Motto 'We are ladies and gentlemen taking care of ladies and gentlemen' can be a philosophy to be followed by any company (Yeung, 2006).
Thus, after the company have hired and trained the employee, it is important to retain him and motivate him either through financial or non-financial methods. We can mention financial methods: annual individual or team bonuses, tips, or shares in the company. To work in an environment where merits are recognized, you are motivated and can advance in career, each staff it is equally treated can be seen as a different type of motivation (Corgel, Sturman and Verma, 2011).
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