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Introduction
This student journal will discuss the various key skills required by hotel front desk staff, along with reflections on my abilities and practices. It will evaluate these skills and their importance to this job role, along with the ways that I would use theoretical knowledge in my future work.
Main Body
Among the various skills required by front office receptionists at hotels, the following are extremely relevant and significant:
· Communication
Communication comprises the task of interacting and engaging with others and often takes forms like oral, verbal, or non-verbal. Front desk receptionists have to regularly deal with customers as it forms their base responsibility. Therefore, communication skills are critical for this job role. For example, Central Hotel London required good communication skills as a primary requirement to hire its front desk receptionists (Job Today, 2023). In my experiences, I have seen myself easily communicating with others and understanding their issues or queries. This helps me to provide the required service to others, which would aid in my professional pursuits as a front office receptionist.
· Multitasking
Further, multitasking skill refers to the ability of an individual to simultaneously complete several tasks without losing quality in any one of them (Indeed, 2022). In my opinion, Hotel Front Desk Receptionists often have to deal with multiple customers regarding their issues and queries. Further, they need to ensure the satisfactory address of all these. Therefore, multitasking is a critical skill for this job role, as it enables receptionists to complete their responsibilities satisfactorily, and aids in the provision of a quality customer experience. It can also aid in enhancing my professional prospects, making it an important skill for me. However, I feel that my multitasking ability is somewhat lacking, and therefore, I must work on it to ensure that it can meet the standards required for my chosen job role.
· Interpersonal
Interpersonal skills refer to the ability of an individual to have positive interactions with others by understanding the various verbal and non-verbal gestures. Non-verbal communication forms a substantial form of expression of individuals, and therefore, it is significant for front desk receptionists to understand them and act accordingly. For example, Ascott Limited requires good interpersonal skills for recruiting people as its front desk receptionist (Caterer, 2023). In my opinion, this can not only enhance the quality of service provided by them to customers to enhance their hotel’s customer experience but also aid in the improvement of their professional prospects. I feel that my interpersonal skills are sufficient for this job role, which can aid in improving my performance as a front desk receptionist.
· Time-management
Further, the complex duties of a front desk receptionist at a hotel require them to have good time-management skills to ensure that they can satisfactorily accomplish their job responsibilities. This ability comprises the skill of an individual to effectively divide their time among different tasks to ensure that they can timely complete everything (Alvarez Sainz, Ferrero, and Ugidos, 2019). It allows receptionists to ensure that they do not miss the deadlines for their various assigned tasks, which would be extremely detrimental to the brand image of their hotel, leading to severe mitigation of their professional prospects. Therefore, I must also develop this ability to ensure that I can reach my full potential as a front desk receptionist at my future hotel.
· Problem-solving
Problem-solving is another important skill for front desk receptionists, as it allows them to resolve any grievances of customers, which is essential for providing a good customer experience. It comprises the skill to easily resolve problems and issues of various natures and in diverse contexts through critical thinking and creativity (Van Aken and Berends, 2018). Receptionists are the first point of contact for customers to resolve their issues, and therefore, it is essential for them to have good problem-solving skills to achieve this. My problem-solving skills are average, and therefore, I must improve them to enhance my future professional performance.
Reflecting on my current performance apart from the skill evaluation that I detailed above, I understand that my application of theories is not sufficient. I have learnt several theoretical concepts including revenue management, reputation management, customer satisfaction, and others. I will use these concepts to understand the dynamics of my future workplaces and various emergent situations to better handle situations. For example, I would use my theoretical understanding of how to respond to positive and negative comments to enhance my performance in generating positive customer experiences. The application of these theoretical concepts is important, as it would enhance my professional performance and prospects in my future career.
Conclusion
This journal detailed skills like communication, interpersonal, problem-solving and others, which are important for my chosen job role of a hotel front desk receptionist. I also explained the ways that I would apply theoretical knowledge along with their importance.
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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.

	[bookmark: _Hlk127977233]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 the guests in a warm way 


	I will ensure that customers are greeted with a smile and interacted with in a cordial way to execute the function smoothly.
	By greeting the customer in a warm and cordial way, a proper relationship can be formulated based on mutual trust and cooperation. 
	Additionally, this can be enhanced by providing the guests with some complimentary gifts at the front desk and thereby attract them to avail the services of the hotel significantly.

	Prioritise the workload in a structured way 


	By formulating a plan and standard operating procedure, I can effectively create a structure based on various activities that are to be performed. This will also aid in carrying out daily tasks in an organised way resulting in better productivity.
	By properly organising tasks, I can effectively manage the workload in an efficient way resulting in a higher quality of service that can be offered to various customers.
	In the future in a contingent situation, I can work to create an annual timetable and acquire the resources in advance resulting in preventing difficulty. 

	Manage customer queries 


	Since several customers at a hotel have various preliminary doubts and questions, I will effectively provide solutions to these basic questions and thereby enable a smooth and hassle-free operational shift. 
	This plan will be effective, as it will ensure that customers do not have any major queries or issues with the services provided by the hotel, which in turn will increase their desire to avail of its services. 
	In the future, I can resolve the doubts by communicating with the specific departments in the organisation thereby providing comprehensive query resolution.

	Organise and schedule various daily tasks 

	By properly scheduling the tasks associated with front office operations, I can optimise the time and complete a higher number of activities in my shift. 
	It will reduce the multitasking process, which in turn will allow me to focus on specific tasks more resulting in a higher quality of service.
	In a contingent situation, I can assign various deadlines for activities that I need to perform resulting in the efficient completion of tasks. 

	Maintaining proper registration procedures and completion of identity check 


	I will properly input all the requisite information for allocating the room to the guests and thereby ensure smooth operations. Additionally, I will also require identification cards from customers to complete the front desk formalities. 
	This will be very significant as it will communicate that our organisation is a compliant organisation and conducts operations in a structured way. This will ensure that customers are attracted in an enhanced way. 
	In the future, I can work towards the usage of administrative technologies in the future to prevent emergencies effectively. 



Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
	[bookmark: _Hlk128039791]
Element 1 – Property Management Systems (PMS)


	A property management system is essentially a software application that is used by hospitality businesses and commercial accommodation-providing organisations to manage various functions relating to an enhanced service delivery process (Bardi, 2021). Traditionally, a PMS is a software which the processes that aid in enhancing the overall front office capabilities of a hospitality organisation. PMS aids hotel businesses in effectively regulating the booking and reservation processes and supplements the guest check-in and check-out mechanisms. Additionally, it also aids businesses in managing the room cleaning and housekeeping processes in the normal course of functioning. The PMS processes that are utilised by a hotel business organisation in more comprehensive processes as they in more significant in providing customers of the business organisation with an enhanced service. This can be attributed to the overall process as it performs a more core function in the management of various hotel-related issues. Additionally, the company with property management software can essentially improve the overall operational processes above and beyond the front desk operations. There are various benefits of using hotel property management systems as it helps the business in implementing automated routine tasks and increased staff efficiency (Ivanov, 2020). It creates a simple process through which an organisation can access the data regarding hotel operations. Furthermore, it also enables the hospitality organisation in managing its customer data in a better way and ensures a higher amount of security and privacy in it (Kalra, Ghazal and Afifi, 2020). Lastly, it also reduces the time required in completing various hotel functions such as the creation of a flexible pricing policy according to customer preferences. 

	
Element 2 – Hotel Reputation


	Reputation is a significant measure that needs to be generated by every business organisation to sustain and grow. This is because it has a major role in increasing the demand for the various products and services that the business offers in the market (Agmeka, Wathoni and Santoso, 2019). Thus, it can be identified that hotel business organisations also need to generate and enhance their reputation to effectively generate a proper level of demand in the market in which it offers their services.  Additionally, the process of monitoring and influencing the perception of the hotel is called hotel reputation management (Pollák, Dorčák and Markovič, 2019). Thus, the perception of an organisation has a significant role in determining the reputation that the business has generally. It needs to be noted that the hotel's reputation was a part of the public relations in the initial process of operation but gradually, it has illustrated a shift in emphasis towards review sites, social media platforms and search engines. 
Moreover, it has a veritable role in determining the profitability and revenue generation potential of a company.  A positive hotel reputation indicates that customers of the hotel business are satisfied with the services that are provided (Lai, 2019). Since, there has been a significant shift in the focus of hotel reputation towards the feedback of customers, it plays a major role in maximising the revenue and increasing sales figures. Thus, the maintenance of a hotel's reputation is of utmost priority for a business organisation in the hospitality sector.

	
Element 3 - Communication 


	Communication is the process through which an individual or entity exchanges and shares information, ideas, opinions and messages with other individuals through written, verbal and gestural formats (Odin, 2021). In terms of hotel organisations, it can be categorised into internal and external; communication processes.  Internal communication refers to the communication processes that are carried on in an organisation and are used by internal stakeholders such as employees, investors, managers and others. Whereas external communication is the process, through which an organisation communicates with the outside world mainly involving customers.  Furthermore, both internal and external communication is very significant for hospitality organisations as it aids in the development of operational efficiency and productivity (Oinonen, 2022). Elaboratively, by ensuring internal communications are clear, objective and comprehensible, smooth and hassle-free operations can be conducted in the business organisation. Moreover, external communication majorly supplements the growth of the company as it immensely influences the demand for the services of the company in the markets. 
Furthermore, various external communications also help the business in properly executing various business functions such as marketing. For instance, social media can be utilised by a hospitality business to inform various potential customers about the various schemes and offers that are ongoing in the organisation (Voorveld, 2019). The impact of communication can be properly observed in the hotel front office as it helps in creating a better relationship and formulation of a mutual trust mechanism between guests of the organisation and front desk employees.


	
Element 4 - Staffing 


	Human resources is a core function that any business organisation needs to execute effectively. In this regard, staffing forms a significant role in executing it properly. Staffing entails a managerial function that encompasses functions such as recruitment, selection, training, development and compensation of personnel of an organisation (Hamouche, 2021). The hotel industry in the UK faces a high rate of employee turnover equivalent to approximately 20% annually. It is very important for a business to execute its staffing function properly. This ensures that a hotel business can reduce its overall employee attrition levels by significant margins. The staffing function also enables businesses to recruit the right kind of employee for the required position in the hotel business. This helps in optimising and maximising the standard of operation and thereby enhances the quality of the service that is provided to the customers of the organisation. Additionally, staffing also entails employee engagement practices that help in the implementation of job motivation and satisfaction measures effectively. For instance, premier inn conducts an annual employee engagement survey through which it evaluates the processes through which it implements various activities, which enhance the satisfaction levels of employees. Training and development also play a key role in managing the human resources of an organisation. Premier inn also implements a life skills academy through which it provides skill development procedures (Premier Inn, 2023).
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