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	[bookmark: _Toc136112850]Introduction:
To effectively interact with visitors, manage their schedules, and ensure that their stay is as pleasant as feasible, front desk personnel must possess a range of skills (Shin et al., 2019). As a prospective professional in the hospitality industry, I recognise the significance of acquiring and applying these skills. In this entry, I will examine the essential skills required for a front desk position, assess how well they align with the hospitality industry, and rely on my own experiences and education.
[bookmark: _Toc136112851]Key Skills for Front Desk Work:
[bookmark: _Toc136112852]Communication and Interpersonal Skills:
Front-desk management requires good communication. Verbal communication skills are needed to answer guest questions, resolve difficulties, and describe hotel services. Front desk staff with good people skills may chat with customers and create a relaxing ambiance (Jhaiyanuntana and Nomnian, 2020). Role-playing and group tasks helped me improve these skills. I can address guests' needs thanks to class. As a five-star hotel intern, I saw several occurrences, including an upset visitor. I made a strategy to help after hearing their tale and imagining how I would feel. This instance shows the importance of open communication in problem-solving and customer satisfaction.
[bookmark: _Toc136112853]Organizational and Multitasking Abilities:
Front desk labour requires a high degree of multitasking ability. A system must be in place for receiving payment, allocating lodgings, and verifying guests in and out (Khalimova, 2020). Due to the time management and organisational skills I've acquired in class, I feel well-equipped to begin the assignment. These abilities allow me to perform my responsibilities effectively and ensure the front desk's smooth operation. When I was a part-time employee at a modest hotel, I once had to deal with a surge of visitors who all wanted to check in at once. I quickly assessed the situation using my innate ability to prioritise, arranged the guests in the order of their arrival, and checked them all in as quickly as I could. This situation exemplified the ability to maintain composure and act swiftly under duress (Marneros et al., 2020).
[bookmark: _Toc136112854]Problem-Solving and Decision-Making Abilities:
Staff at the front desk must be quick-witted and adaptable in order to flourish when confronted with issues. You'll need all of your analytical, creative, and steely resolve to accomplish this. Throughout my academic career, my participation in case studies and group assignments has significantly enhanced my critical thinking and problem-solving skills (Goh and Baum, 2021). I am able to uphold the hotel's standards and ensure customer satisfaction by using my theoretical knowledge to think critically, assess the situation, and make sensible decisions. I assisted a visitor who had to check in early due to a travel delay during my hotel orientation. I advised that they utilise the hotel's stowage facilities until their room was ready. This event highlighted the necessity of adaptability and originality when serving visitors (Yacoub and ElHajjar, 2021).
[bookmark: _Toc136112855]Importance in the Hospitality Industry:
The success of a hotel is determined by the efficiency and amiability of the front desk staff. When a customer interacts with front desk staff, first impressions are often formed. Strong interpersonal and communication skills increase customer satisfaction, which increases the likelihood that consumers will return and disseminate the word about the company. When personnel can multitask and maintain order, customers are satisfied and disruptions are minimised (Ampofo et al., 2022).
In the fast-paced hospitality industry, quick-thinking and problem-solving abilities are crucial. At the front desk, quick decision-makers and problem-solvers contribute to the hotel's continued excellence in customer service. By employing these skills to solve their issues, dissatisfied customers may be converted into loyal ones (Pham et al., 2023).
[bookmark: _Toc136112856]Application of Theoretical Knowledge:
Through coursework, case studies, and practical application, I developed a firm theoretical foundation throughout my studies. Working in business allows me to apply my knowledge and observe how theories play out in practise (Shin et al., 2019). Using theoretical frameworks, I can approach problems systematically and arrive at conclusions that are consistent with best practises.
In addition, by comparing theoretical subjects to their practical applications, I am able to identify my knowledge deficits and create a study plan. Comparing my findings to recognised business knowledge will aid in my comprehension of how front offices function.
[bookmark: _Toc136112857]Conclusion:
In conclusion, a hotel front desk employee must possess a variety of skills to be successful, including management, communication, and decision-making. I've read about the importance of these skills in the hospitality industry and have witnessed it first-hand. By applying what I've learned in the classroom on a daily basis, I can better meet customers' needs, keep operations running efficiently, and boost the hotel's reputation. Due to my dedication to continuous learning and self-reflection, I am confident in my ability to advance in the hospitality industry.
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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?


	Preamble
My supervisor phoned in sick unexpectedly on my first day as a front desk receptionist. We had to change our original plans at the last minute, so it was my responsibility to maintain the hotel's functionality and reputation. In this blog post, I will describe the steps I took to resolve the issue, bearing in mind the significance of fundamental hotel management and front desk operations skills. I'll explain why this appeared to be the best course of action and provide a secondary plan in the event a similar situation arises in the future.
	[bookmark: _Toc136112865]Prioritizing Tasks:
Since my supervisor was absent, I was assigned additional responsibilities. My ability to prioritise my list of tasks based on their potential to increase the percentage of satisfied consumers allowed me to maintain a seamless operation. It was crucial to be able to manage reservations, check guests in and out, respond to phone calls and emails, and work well with others (Shin et al., 2019).

	[bookmark: _Toc136112869]Application of Theoretical Knowledge:
The theoretical knowledge I acquired while working in hotel administration and front desk aided in the successful execution of my plan. I was instructed in both the theoretical and practical aspects of my profession, including best practises, customer service principles, and operating procedures. Due to my academic background, I was confident in my ability to handle difficult situations with skill (Mohanty et al., 2020).

	[bookmark: _Toc136112873]Delegating Responsibility:
I recommend developing a fall back plan that includes assigning specific duties to the front desk staff in the event of future incidents. The team would be better equipped to handle unanticipated circumstances, such as the absence of a manager, if members were cross-trained and responsibilities were explicitly defined. Separating responsibilities allows us to maintain efficiency, reduce errors, and gratify our customers (Chan et al., 2021).


	[bookmark: _Toc136112860]Ensuring a Positive Guest Experience:
[bookmark: _Toc136112861]Clear Communication and Professionalism:
Since I was representing the hotel, I understood that it was imperative that I always act professionally. I made an effort to maintain a welcoming demeanour when meeting new people by beaming, making eye contact, and speaking politely. I also demonstrated my knowledge of the topic by providing specific information about the hotel's amenities, services, and nearby attractions.
	[bookmark: _Toc136112866]Multitasking and Time Management:
I am exceptional at managing multiple assignments simultaneously. I ensured that my schedule was full, that I allocated sufficient time to each activity, and that I adjusted my plans as necessary. By being organised and laser-focused, I was able to accomplish all of my operational goals, including the reduction of client wait times.

	[bookmark: _Toc136112870]Emphasis on Key Skills:
The plan's success has been attributed in part to its emphasis on transferable skills that are in high demand in the hospitality industry. To properly represent the hotel and ensure that everything ran smoothly, one must possess exceptional listening, problem-solving, communication, and teamwork abilities (Rapaccini et al., 2020). Using these skills, I was able to effectively solve problems, have a positive impact on my visitors' experiences, and maintain my composure under duress.

	[bookmark: _Toc136112874]Communication Protocol:
A robust communication channel must be established for the fallback plan to be effective. Team members are better able to share information and coordinate their efforts as a result of the regular channels of communication made possible by daily meetings, email updates, and digital communication platforms. Service interruptions can be avoided if all parties are informed of any and all modifications, enhancements, or severe issues (Mncube et al., 2021).


	
[bookmark: _Toc136112862]Active Listening and Empathy:
To facilitate my guests appropriately, I focused on developing my active listening and empathy skills. I was able to assist each person because I focused on their concerns, obstacles, and pursuits. I was able to establish a strong connection with my visitors and make them feel valued and understood because I was willing to place the feelings of others before my own.
	[bookmark: _Toc136112867]Collaboration with Colleagues:
During my supervisor's absence, I had to rely on my employees to accomplish tasks. I coordinated efforts between the front desk, maintenance, and concierge to ensure that all of the guests' needs were met. We all contributed, kept channels of communication open, and collaborated to solve any problems that arose (El Khatib et al., 2022).

	[bookmark: _Toc136112871]Adaptability and Resilience:
It was crucial for me to be able to alter my strategy as needed. The hotel industry is notoriously volatile; therefore, the ability to act swiftly under pressure is crucial (Sarker et al., 2020). Because I was adaptable and logical, I was able to surmount obstacles, make difficult decisions, and maintain the hotel's operational efficacy.

	[bookmark: _Toc136112875]Training and Professional Development:
Opportunities for front desk employees to receive training and professional development that enhances their capacity to undertake managerial responsibilities would yield a substantial return. There are also lectures and tutorials on problem-solving, decision-making, and leadership. It is possible that team members would respond to obstacles with greater precision and skill if they had access to additional knowledge and resources (El Khatib et al., 2020).


	
[bookmark: _Toc136112863]Problem-Solving and Conflict Resolution:
There will always be customers who require assistance or who have questions. I was able to find solutions to my problems by maintaining my composure under duress. I inquired, listened attentively, provided a response, and then inquired whether the clients were satisfied with my work. To keep visitors satisfied, conflicts must be resolved efficiently and promptly (Sirilertsuwan et al., 2019).
	
	
	Overall, on my first day working at the front desk, the absence of my immediate supervisor presented a significant challenge. Due to my collaboration, time management, and interpersonal interaction skills, I was able to ensure that hotel guests had a positive experience. My strategy was successful because it gave equal weight to academic knowledge and practical expertise in hotel administration and customer service fundamentals. If we had a contingency plan that included delineating roles and responsibilities, developing a communication protocol, and investing in professional development and training, it would be easier to deal with impending problems.

	
	
	
	



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)


	Numerous interdependent elements must be in ideal alignment for a hotel to operate smoothly. This essay will examine four essential aspects of hotel administration: property management systems (PMS), brand image, communication channels, and personnel. Each of these elements can be scrutinised in greater depth in order to gain a deeper comprehension of their significance and impact on the hotel as a whole (Valeri and Baggio, 2021). To be successful, every hotel requires a Property Management System (PMS). PMS substantially improves hotel efficiency due to the centralization of essential administrative tasks.
Any property management system must include reservation management. Direct reservations can be made via a number of channels, including the telephone and the internet. Real-time information on room availability, price, and inventory assists front desk personnel in optimising reservation management and maximising occupancy (Abdou et al., 2020). The PMS and front staff are fully integrated. Automated check-in and check-out procedures increase consumer satisfaction and reduce wait times. The system may store information such as a guest's profile and preferences to facilitate customised service and quick and easy data retrieval. Because the PMS conveys information regarding visitor arrivals, departures, and specific cleaning needs so rapidly, housekeeping is highly dependent on it. The system enables access to and management of information concerning room assignments, room hygiene, and other aspects of maintenance (Karrieva, 2020).
A PMS ensures precise payment tracking for consumers. It gathers financial data, monitors visitor fees, and generates comprehensive reports. The payment processing capabilities of the system facilitate safe and reliable financial transactions. Premenstrual syndrome has the following important characteristics: Visitors to properties with efficient property management systems can easily make reservations, select the level of service they desire, and make any necessary adjustments. Possessing up-to-date knowledge of hotel pricing, inventory, and availability is quite beneficial when managing occupancy and revenue (Nimri et al., 2020). The PMS automates check-in and check-out procedures, records visitor information, and generates room keys to facilitate front desk operations. It enables the front desk to monitor visitors and provide individualised service.
PMS tracks cleaning and maintenance requests. Maintenance employees may have the latest room condition data, enabling more accurate room allocation and better sanitation monitoring. It also simplifies maintenance management, which is crucial for scheduling repairs and keeping visitors comfortable (Timeus et al., 2020). Visitors may return to a hotel with a good reputation. A hotel's reputation depends on how effectively it serves clients, how quickly it resolves issues, and how aggressively it controls its internet reputation. It's in everyone's best interest to give excellent service since it affects guests' experiences and the hotel's reputation. Excellent customer service entails anticipating needs, reacting swiftly, and exceeding expectations. Customers will be appreciative and loyal if you deliver excellent service (Valeri and Baggio, 2021).


	
Element 2 – Hotel reputation


	In today's Internet-driven environment, guest reviews may make or break a hotel. Businesses must regularly check TripAdvisor and Google Reviews for consumer feedback. Soliciting visitor comments, resolving complaints, and exhibiting a dedication to customer happiness may boost a hotel's online image. A corporation's market position is influenced by its unique brand and tactical positioning. A compelling brand narrative, unique selling propositions (USPs), and coordinated marketing campaigns are necessary to convey the hotel's value proposition. If the hotel's brand is consistently portrayed, guests' positive perceptions of the property may be reinforced, and the hotel may be able to differentiate itself from competitors (Pillai et al., 2021).

	
Element 3 - Communication 


	Open communication with all employees is essential for the hotel's efficient operation. It improves collaboration across departments, customer service, and problem-solving. All team members must be aware of their responsibilities and be working towards the same goals for there to be effective internal communication. Departmental coordination, in-person and online team meetings, and conversation rooms foster an environment of open communication. Effective and timely communication can reduce misunderstandings, cooperation, goodwill, and workplace productivity (Nam et al., 2021).
An open line of communication with your consumers is necessary for providing exceptional service. It is essential to heed to the needs of visitors, provide prompt responses to their inquiries, and customise the experience to each individual's preferences. Accessibility and responsiveness can only be ensured through the use of multiple communication channels, such as phone, email, social media, and in-person meetings (KRISTIANA et al., 2021). In times of emergency or unanticipated disaster, communication is more vital than ever. Crisis management may be aided by effective representatives, a crisis communication plan, and frequent updates to visitors and employees. If hotel employees can interact with clients with sincerity and compassion, the hotel's reputation is less likely to suffer. Because of their expertise, dedication, and enthusiasm for their work, a company's employees play a crucial role in its success (Timeus et al., 2020). 


	
Element 4 - Staffing 


	Every effective human resources strategy is founded on a stringent recruitment and selection procedure. It is essential to first define the requirements of the role, then conduct in-depth interviews, and finally evaluate the talents and cultural fit of candidates. The first step in building a formidable team is to recruit intelligent, motivated individuals who share the hotel's dedication to providing excellent customer service (Nimri et al., 2020).
With substantial investments in training and development programmes, staff productivity can be increased and service quality can be maintained. As important as hard technical skills and product knowledge are, training should also address soft skills such as problem-solving and communication. When given the opportunity to learn and advance in their careers, employees experience greater personal growth, satisfaction, and loyalty (Karrieva, 2020). It is essential to foster an environment in which employees are motivated to work diligently and with dedication. The implementation of incentive programmes, the promotion of open lines of communication, and the provision of advancement opportunities may all increase employee satisfaction and loyalty. Customers are more likely to receive excellent service from personnel who are passionate about their work (Abdou et al., 2020). A hotel's success depends on its brand, customer relations, personnel, and property management system (PMS). A well-functioning PMS reduces administrative burdens, boosts production, and provides superior service to guests. Recurring guests frequently select hotels with an excellent reputation. Open channels of communication are necessary for cooperation, problem resolution, and consumer fulfilment. Staffing ratios that are optimal produce knowledgeable, motivated employees who, in turn, provide excellent customer service. Hotels may increase their long-term profitability and bottom line by focusing on and proficiently administering these five essential business duties (Natalia et al., 2019).
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