[image: ]International Hotel Management



LEVEL 4 – Student Journal

	Student Name: 

Student Number: 

	Module: 

Lecturer: 



	Topic of Choice : 
	


	Topic: 
Learning from the topic: The role and functions of front office. 
The front office in every organization plays a significant role. The front office is the representation of the customer facing division of the firm. The functions of the front office vary from an organization to an organization. These roles can include, reservation, registration, room and rate assignment, guest services, room status and maintenance. In a hotel management, the front office is more trusted by the customers and every customer understands the need to seek help from the front desk (Bardi, 2021). Many customers would rely on the information given at the front desk compared to information given online or by other personnel within the facility. The from office therefore is significantly important to an organization. In a hotel industry, the main function of the front office is to take care of registration of its customers, the reservations doe by the customers. Their main function is to ensure that the reservation is done in an efficient manner and prevent overlaps (Rutherford,2021). The front office will also take care of check ins and check outs. They are responsible for letting in the customers to their reservations and them clearing out of the hotel after their stay.  

Skills and knowledge acquired: 
Communication skills 
For a person to work at the front office desk, he should have good written and spoken communication skills (Melian et al., 2016). These skills should come along with the listening abilities. Front office personnel deal with people from different backgrounds that may or may not speak a common language therefore it is important to be competent in more than one spoken language, it is also important to listen keenly.
Multitasking 
Front office is a busy section in a hotel facility. Professional personnel working there should be able to handle more than task efficiently. This will help to serve more clients at a shorter period and effectively. This is very common with juggling various phone calls at a similar time. 
Technical skills 
The technical skills here should include good use of office phone, copiers and printers which are commonly used at the front office. The ability to also us computers as many hotel facilities has moved to the use of technology (Nangpiire et al.,2022). Many do reservations and registrations online therefore as a person you need to be up to date with computers. 
Interpersonal skills 
Being at the front desk as the receptionist, you are the eyes and the ears of the facility. It is important to keep away from politics and debates that are meant to ruin your reputation (Hossain et al.,2022). You should be able to maintain and always build good relationship with your employees, this is also similar with the clients that you serve. 
Application of the knowledge in future:
In the future I will ensure that my interpersonal skills are at a good competency level, I will build good relationships within the working place and ensure to maintain my reputation. I will ensure to always practice good communication skills, both write and spoken as well ensure that listening abilities are perfect for efficiency. I will ensure to use my technical skills to improve my competency and help others understand what is expected of them by the organization.
Personal reflection: 
Through this module I have learnt that the role of front office personnel doesn’t lie on serving customers only, the front office act as the representation of the whole organization. How I behave as personnel at the front office will paint a picture of how the organizations. I have also learnt that to perform effectively as a front office personnel I need technical skills as well as interpersonal skills. This are skills that are essential to performing well. I have also learnt that communication skills are needed in order to effectively communicate and understand the customers. I have learnt that interpersonal skill a very important in maintaining or building one's reputations.
Importance of the topic within the industry: 
Front office in hotel industry is very important topic in bringing an understanding to what is expected of the front office personnel. It clearly stipulates the skill see needed by employers from the employees. It also clearly gives the front office personnel an understating of what front office is all about. It makes the expectations from all parties well known ununderstood. This topic is important in understanding how a hotel facility functions (Bardi,2021). It is through this topic that we get to understand that a front office is the eyes and the ears of the whole organization. It is its man role to maintain the reputation of the organization. 
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