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	[bookmark: _Hlk137432663]Throughout this student jurnal, I investigated the fundamental abilities necessary to operate at a hotel front desk. The front desk acts as the central point of any hotel, and the employees there play an essential part in delivering remarkable customer service and ensuring that guests are satisfied with their stay. I was able to get insights into the important abilities required to flourish in this role by conducting research and engaging in self-reflection. In the following, I will detail both my findings and my own personal observations.
Excellent Communication Skills 
The ability to communicate in a clear and concise manner is an absolute necessity for front desk workers. They have frequent interactions with hotel guests, colleagues, and employees from other hotel departments. It is crucial to communicate clearly both verbally and in writing in order to transmit information effectively, respond to enquiries, and handle guest complaints as quickly as possible. Active listening is also very important since it enables the workers at the front desk to understand the needs of the guests and respond to them effectively.
Outstanding Customer Service 
It is the primary responsibility of front desk staff to provide outstanding customer service. They should have a pleasant demeanour, be easy to approach, and have a sincere enthusiasm in providing assistance to guests. When dealing with challenging or demanding guests, it is crucial to maintain a positive attitude, have patience, and have the capacity to remain calm under pressure. Creating a memorable experience for the customer and fostering customer loyalty can be accomplished by going the additional mile to meet and exceed the expectations of the customer.
Problem-Solving Abilities 
The front desk is frequently the initial point of contact for visitors who have questions, complaints, or difficulties with their stay. Therefore, front desk workers must possess great problem-solving skills. They need to be able to think quickly on their feet, be resourceful, and come up with original solutions to problems that guests have. It is essential to be able to make decisions quickly, especially during peak periods, in order to provide effective service to guests and keep operations running smoothly at the front desk.

Multitasking and Time Management 
Working at the front desk needs excellent time management skills as well as the ability to juggle many jobs at once. The staff at the front desk is responsible for quickly handling check-ins, check-outs, reservations, phone calls, and any other administrative responsibilities that may arise. In order to prioritise duties, keep a workplace organised, and guarantee that all visitor demands are met in a timely manner, strong multitasking abilities and good time management are essential.
Attention to Details
 It is absolutely essential for front desk personnel to be careful and pay close attention to details. They are in charge of handling information pertaining to guests, such as reservation particulars, room choices, and special requests. It is necessary to enter data accurately and to process guest information thoroughly in order to avoid errors such as allocating guests to the incorrect room or failing to take into account any special accommodations. Paying attention to detail includes other aspects as well, such as keeping the environment around the front desk clean and organised.
Computer Literacy 
Being able to navigate hotel management software, reservation systems, and other types of software on a computer requires a high level of computer literacy for front desk staff. In order to check visitors in and out, handle room allocations and process payments, they need to be proficient navigating the computer systems used. In addition, having familiarity with popular office software, such as word processing and spreadsheet programmes, is beneficial for the completion of administrative responsibilities.
Cultural Sensitivity and Language Skills 
Cultural and Language Skills in both language and culture are essential for the hotel industry, as guests frequently come from a wide range of different cultural backgrounds. Staff members working the front desk should exhibit cultural awareness and respect for a variety of diverse customs and traditions. Possessing fluency in more than one language can be an invaluable advantage, as it enables clear communication with the hotel's international visitors and improves the whole stay that they have at the establishment.
Working at the front desk of a hotel necessitates possessing a varied set of skills in order to give great service and assure the happiness of the hotel's guests. Through the use of this learning log, I have been able to identify critical talents, such as good communication, amazing customer service, problem-solving abilities, the ability to multitask and manage time well, attention to detail, proficiency in using computers, and cultural sensitivity. I want to work in the hospitality sector, and through honing these talents, I hope to be successful in a front desk role and help contribute to a great experience for guests.
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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?


	a. To leave a good first impression on visitors, dress properly and keep up a presentable appearance.
b. Create a welcoming atmosphere by greeting visitors with a nice grin and warm demeanour.
c. Pay attention to the needs and concerns of the visitors and respond to them quickly and effectively.
d. Offer support and precise details about hotel features, extras, and nearby attractions.
e. Respond to questions, requests, and grievances from visitors with tact, empathy, and a focus on finding solutions.
f. Keep the front desk area tidy and organised, making sure that all required supplies and resources are on hand.
g. Use strong communication skills to solve problems and deliver information both in-person and over the phone.
h. Adhere to standard hotel practises and guidelines to ensure uniformity in interactions with visitors and the provision of services.

	a. Become familiar with the hotel's systems, including the phone system, property management system, and any other pertinent software, to guarantee smooth operations throughout my shift.
b. Examine the daily schedule and impending reservations to be aware of any potential difficulties or unique demands.
c. Constantly keep an eye on the reception area and respond to any requirements or questions from visitors.
d. Maintain a well-organized workflow by giving reservations, guest requests, check-ins, and check-outs priority.
e. Work well with cleaning, maintenance, and other hotel departments to guarantee prompt and effective service delivery.
f. Maintain a record of crucial information, such as hotel availability, exclusive deals, and nearby events, in order to give visitors accurate and current information.
g. Adhere to proper cash handling processes and guarantee the privacy of visitors' personal data.
	This strategy is beneficial in my opinion because it places a strong emphasis on operational effectiveness and essential components of visitor pleasure. I can leave a good impression on visitors and improve their stay by properly representing the hotel. I can guarantee that guests receive timely and effective service by conducting operations smoothly. This strategy places a focus on clear communication, paying attention to guests' needs, and following established protocols because these qualities are crucial for delivering outstanding customer service and upholding a professional front desk environment.

	a. Cross-train other staff members to do front desk duties so they can fill in if an unexpected absence occurs.
b. Maintain a current manual or online resource with thorough directions and processes for front desk operations, including common problems and their fixes.
c. Make use of technological alternatives to lessen the effects of a front desk employee's absence, such as automated check-in kiosks or mobile check-in possibilities.
d. Create a communication strategy to promptly inform management or other team members of a front desk employee's absence, ensuring a prompt reaction and assistance.
e. Review and update the contingency plan on a regular basis to reflect any lessons learned or adjustments in operational requirements.
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[bookmark: _Hlk137428857]Writing in essay format - Describe the key elements that are required when considering these four elements of hotel operations:

	
[bookmark: _Hlk137428909]Element 1 – Property Management Systems (PMS)


	
Property Management Systems are crucial to the smooth operation of hotels and other lodging establishments. The Property Management System (PMS) is an umbrella term that refers to a collection of software applications and tools that work together to simplify and speed up a variety of day-to-day tasks, including as reservations, guest check-ins and check-outs, room assignments, inventory management, billing, and accounting. A powerful PMS enables hotels to maximise the efficiency of their operations, improve the satisfaction of their guests, and raise their revenue.

To begin, an efficient property management system (PMS) facilitates the smooth management of reservations. This enables customers to book rooms online, evaluate the options that are available, and receive confirmations in a timely manner. In addition, property management software (PMS) offers a centralised platform for tracking and controlling a hotel's room inventory. This makes it possible to get real-time information, which helps prevent overbooking and double booking.






	
[bookmark: _Hlk137428930]Element 2 – Hotel reputation


	
The reputation of the hotel is of the utmost importance when it comes to luring new customers and keeping the old ones. The reputation of a hotel can be significantly altered by the number and quality of reviews and ratings it receives on the internet. The upkeep of a good reputation calls for a methodical strategy that takes into account a number of different factors.

To begin, providing excellent service to customers is of the utmost importance. The employees at the hotel should have adequate training to address enquiries, complaints, and requests from guests in a prompt and professional manner. This includes paying attention to the needs of guests, showing empathy for those needs, and taking the initiative to meet those needs.

Second, it is imperative to ensure that the facilities are kept clean and in good condition at all times. Guests are more likely to have a favourable impression of a hotel, which increases the likelihood that they would post favourable online reviews and promote the establishment to others.

Thirdly, the handling of the feedback received from customers is quite important. The input of hotel customers should be actively sought out, and the information should be constructively used to improve hotel services. It's important to show that you care about your customers by responding to their feedback, whether it's positive or bad.

In conclusion, for the purpose of constructing and advancing a hotel's reputation, it is necessary to use successful marketing and public relations strategies. This includes making use of social media platforms, interacting with prospective visitors, and presenting the hotel's distinctive qualities and amenities.






	
[bookmark: _Hlk137428945]Element 3 - Communication 


	

When it comes to the management of a hotel, clear and concise communication is absolutely necessary on both the employee side and the customer side. Communication that is both clear and timely helps to ensure that operations run smoothly and enhances the overall experience for guests.

A well-established communication system within the company makes it possible for different departments to work together in an efficient manner. Regular staff meetings, digital communication tools, and well defined processes all contribute to an environment that is more conducive to collaboration and productivity in the workplace. In addition, effective communication channels make it possible to resolve issues and make decisions more rapidly.

When communicating with guests on the outside, it is important to be prompt, personal, and use multiple channels. A great experience for guests can be created by providing information before they arrive, responding to their questions before they arrive, and offering support during their stay. Additionally, for communication to be effective, it is necessary to actively seek the input of guests, to reply to reviews, and to handle any problems or difficulties in a quick and professional manner.






	
[bookmark: _Hlk137428962]Element 4 - Staffing 


	
	The level of quality and expertise of the employees at a hotel has a considerable impact on both the enjoyment of the guests and the efficiency of the operations. It is essential to implement effective staffing practises in order to guarantee that one hires, trains, and motivates the correct individuals to provide great service.

The hotel sector requires a specific set of talents, qualifications, and a certain level of natural inclination, all of which should be sought out through the recruitment and selection processes. Training programmes must to be all-encompassing, including not only technical abilities but also "soft" abilities like communication and problem-solving in equal measure.

The importance of both motivating and keeping personnel cannot be overstated. Employees are more likely to remain loyal to their employers and be satisfied with their jobs when they are offered possibilities for career advancement, recognition programmes, and incentives. Opportunities for development and advancement can be found in feedback and performance reviews that are conducted on a regular basis.

In addition, efficient scheduling practises ensure ideal staffing levels throughout peak and off-peak periods, so eliminating situations of either overstaffing or understaffing, both of which can have a negative impact on the quality of service provided.
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