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Introduction
In this learning log, I will summarise my learning on the topic of key skills required to work at the hotel front desk. I will reflect on my personal experiences and link them to industry examples to illustrate the importance of these skills in the hospitality industry. Additionally, I will discuss how I can apply theoretical knowledge to real-world situations while working in the industry.
Key Skills Required at the Hotel Front Desk
Working at the hotel front desk requires a diverse set of skills to ensure smooth operations and exceptional guest experiences (Hollander, 2022). Through my research and personal experiences, I have identified several key skills that are crucial for this role.
1. Communication Skills: Effective communication is essential for front desk staff as they interact with guests, colleagues, and other departments (Cottam, 2023). Clear verbal and written communication enables them to provide accurate information, address guest concerns, and coordinate with team members. For instance, during my brief work experience at a hotel, I observed how the front desk staff used excellent communication skills to handle guest inquiries and resolve issues promptly.
2. Customer Service Skills: Providing exceptional customer service is a cornerstone of the hospitality industry. Front desk staff should possess deep knowledge of the hotel, strong interpersonal skills, empathy, and a customer-centric mind set (Elevado, 2022). They need to anticipate guests' needs, offer personalised assistance, and handle difficult situations with professionalism and tact. During my brief work experience at a hotel  I realised this skill can be significantly enhanced if front desk staff possess a deep knowledge of the hotel.
3. Organisational Skills: The hotel front desk can be a fast-paced environment with multiple tasks and priorities. Therefore, organisational skills are crucial to manage check-ins, check-outs, reservations, and other administrative duties efficiently. By staying organised, front desk staff can ensure a seamless guest experience and prevent any confusion or errors in bookings. Automation of services can play a crucial role here (Lacalle, 2022). Repeated tasks should be done through technology to save time and resources. For example, a mobile push notification service can be implemented to automate the process of managing the duties mentioned under this head. 
4. Problem-Solving Skills: Front desk staff often encounter unexpected challenges and guest issues that require quick thinking and problem-solving abilities. Whether it's a room allocation problem or a technical issue, being able to think on their feet and find effective solutions is vital (Hcareers.com, 2021). 
5. Multitasking Abilities: Working at the hotel front desk demands the ability to handle multiple tasks simultaneously. Front desk staff should be able to answer phone calls, check-in guests, respond to emails, and assist with concierge services, all while maintaining a high level of attentiveness and professionalism vital (Hcareers.com, 2021). During my short placement at a hotel training, I witnessed multitasking by staff managing phone calls while assisting guests with their queries, which helped me understand this skill.
Application of Theoretical Knowledge in Industry
 While theoretical knowledge is essential, its practical application is equally important in the hospitality industry. By linking theoretical concepts to real-world scenarios, I can effectively apply my knowledge while working at the hotel front desk. For example, studying customer service theories can provide a foundation for understanding guest expectations and handling challenging situations. This knowledge can help me anticipate and exceed guest needs, resulting in enhanced guest satisfaction and loyalty. Additionally, understanding organisational theories and practices can help me optimise front desk operations and ensure a smooth workflow.
Importance of the Topic in the Hospitality Industry
The topic of key skills required at the hotel front desk is of utmost importance in the hospitality industry. In today's competitive hospitality industry, hotels are striving to differentiate themselves by delivering exceptional service. Front desk staff equipped with the right skills can provide personalised and memorable experiences, setting the hotel apart from its competitors. Ultimately, the front desk's performance influences the overall reputation and success of the hotel.
In conclusion, the hotel front desk requires a range of key skills, including communication, customer service, organisation, problem-solving, and multitasking abilities. These skills are crucial for providing outstanding guest experiences and contributing to the success of the hotel. By applying theoretical knowledge in practical situations, I can enhance my performance and contribute to the industry's standards of excellence.
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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?


	

 Familiarise Yourself with Hotel Policies and Procedures
	Review the hotel's employee handbook and standard operating procedures to understand the expectations, guidelines, and protocols.
[bookmark: _GoBack]• Identify key policies related to guest interactions, check-in/check-out procedures, room assignments, handling complaints, and emergency situations.


	The plan is based on current research as cited in my references. I must base my plans on effectiveness on research and industry trends.
	  
 Designate a Backup Manager:
• Identify a qualified and trained employee to act as a backup manager during the absence of the primary manager.
• Provide the backup manager with the necessary authority, resources, and access to information to make informed decisions.


	

Prepare the Front Desk Area
	Ensure the front desk area is clean, organized, and welcoming.
• Check that all necessary supplies, including stationery, registration forms, key cards, and informational brochures, are stocked and readily available.
• Familiarise yourself with the computer systems, reservation software, and any other tools required for front desk operations.


	The plan is based on current research as cited in my references. I must base my plans on effectiveness on research and industry trends.
	. Cross-Training of Employees:
• Train employees from other departments on front desk operations, including check-in/check-out procedures, handling complaints, and emergency protocols.
• Create a rotation schedule to ensure that different employees gain experience and familiarity with front desk responsibilities.


	

Greet Guests with Warmth and Professionalism
	• Smile, make eye contact, and greet guests as they approach the front desk.
• Use polite and friendly language to establish a positive first impression.
• Listen attentively to guests' inquiries, requests, or concerns, and respond promptly and accurately.

	The plan is based on current research as cited in my references. I must base my plans on effectiveness on research and industry trends.
	. Comprehensive Documentation:
• Maintain up-to-date documentation of standard operating procedures, including step-by-step instructions for various front desk tasks.
• Document important contacts, emergency numbers, and key information that may be required during the manager's absence.


	

Efficient Check-in and Check-out Process
	Collect necessary guest information, such as identification, payment details, and preferences, ensuring compliance with privacy and data protection regulations.
• Expedite the check-in process by using pre-arrival information and streamlining administrative tasks.
• During check-out, ensure accurate billing, offer assistance with luggage, and inquire about the guest's experience.

	• The plan is based on current research as cited in my references. I must base my plans on effectiveness on research and industry trends.
	Communication Channels:
• Implement a communication system, such as a dedicated phone line or instant messaging platform, to enable quick communication between front desk associates and other departments.
• Ensure that all employees are aware of the designated communication channels and how to access them in case of emergencies.


	

Effective Communication
	Maintain clear and open communication with other hotel departments to ensure seamless guest experiences.
• Relay guest requests or concerns promptly to the relevant departments, such as housekeeping, maintenance, or food and beverage.
• Provide accurate and timely information regarding hotel facilities, services, and local attractions.

	• The plan is based on current research as cited in my references. I must base my plans on effectiveness on research and industry trends.
	Regular Training and Updates:
• Conduct regular training sessions to refresh employees' knowledge of front desk procedures and customer service skills.
• Stay updated with industry trends, technology advancements, and best practices through professional development opportunities and workshops.




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)


	


PMS are comprehensive software applications that facilitate the management of hotel operations. PMS is an integral part of the hotel's technology infrastructure, serving as a central hub for various functions, including front desk operations, reservations, housekeeping, inventory management, and accounting (AltexSoft, 2020). PMS automates and streamlines these processes, enhancing efficiency and accuracy.
A robust PMS enables hotels to manage reservations effectively, allocate rooms, and track guest preferences. By centralising operations, PMS enhances communication between different departments, reduces errors, and improves guest satisfaction. PMS also generates insightful reports and analytics, providing valuable data for decision-making and forecasting (Mandlik, 2022).







	
Element 2 – Hotel reputation


	

Hotel reputation plays a pivotal role in attracting and retaining guests. In today's digital age, online reviews and ratings significantly influence consumer choices. Maintaining a positive hotel reputation requires consistent efforts in delivering exceptional guest experiences, ensuring customer satisfaction, and effectively managing guest feedback (Bmotte, 2023). To build and manage a strong hotel reputation, hotels must focus on various aspects, especially in the post Covid19 era of guests who got used to online tech savvy operators (Elphick, 2022). An analysis of the work of both Bmotte (2023) and Elphick (2022) as cited in the SiteMinder (2023) website appears to clearly place emphasis on, firstly, providing exceptional service through well-trained staff who possess excellent interpersonal skills is crucial. Engaging guests in personalised experiences and going above and beyond their expectations can create a positive impression.
Second, effective complaint handling and prompt resolution of issues are essential. Active management of online reviews and engagement with guests' feedback, both positive and negative, demonstrates a commitment to guest satisfaction.
Third, leveraging digital marketing strategies and maintaining an active online presence through social media platforms and review websites helps hotels build a positive reputation. Encouraging guests to share their positive experiences online and promptly responding to reviews further enhances reputation management



	
Element 3 - Communication 


	

Efficient communication is vital for the smooth functioning of hotel operations. Effective communication channels and systems facilitate coordination among staff members and departments, ensuring seamless operations and guest satisfaction (Arif, 2023).
Internal communication (Duncan, 2022) within the hotel involves both formal and informal channels. Regular staff meetings, clear communication of expectations and objectives, and the use of digital tools for collaboration enhance coordination and teamwork. Moreover, effective communication ensures that staff members are well-informed about hotel policies, procedures, and changes, enabling them to provide accurate information to guests.
External communication focuses on engaging with guests before, during, and after their stay. Timely and personalized communication through various automated channels (Jenkins, 2023), such as email, phone, and social media, helps establish a strong connection with guests. This includes automation of pre-arrival information, in-stay assistance, and post-stay follow-ups to streamline and ensure guest satisfaction and loyalty.






	
Element 4 - Staffing 


	
	
The success of hotel operations heavily relies on competent and motivated staff members. Effective staffing involves hiring the right individuals, providing comprehensive training, and fostering a positive work environment (Luxueyrhotelworked, 2023).
Recruitment and selection processes should focus on identifying candidates with relevant skills, experience, and a customer-centric mindset. Hiring individuals who align with the hotel's values and culture contributes to the overall success of the operation (Luxueyrhotelworked, 2023). .
Training and development programs are crucial for equipping staff members with the necessary skills and knowledge. These programs should cover areas such as customer service, conflict resolution, technical skills, and cross-training to enhance flexibility and teamwork (Luxueyrhotelworked, 2023). 
Creating a positive work environment is equally important (Mandlik, 2023). Recognising and rewarding employees in the hotel industry for their achievements, promoting open communication, and fostering a supportive culture motivate staff members and improve job satisfaction. Engaged and satisfied employees are more likely to provide exceptional service and contribute to a positive guest expe
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