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In the following student journal, I am going to share my thoughts about the required key skills needed to work on the front desk including some personal experience. The key contacts that take place at the front desk are always with customers. These interactions include how we greet guests, how their reservations are managed, and how their problems are solved. I'm going to talk about the three most significant and useful essential skills that I picked up at my apprenticeship and at my former employment at a hotel and that I taught myself. Skills in interpersonal interaction (Newman & Newman, 2020) and communication come first and foremost. When I worked at the front desk, I had many interactions with customers, my coworkers, and employees from other departments. These situations required me to communicate effectively in order to transmit information, address the requirements of customers, and give precise instructions. My ability to interact with people has been of great use to me in understanding and resolving concerns or disagreements that could result in severe difficulties for either the business or the guests. For example, an elderly couple booked two nights at the hotel and specifically requested a room with quiet surroundings. We did everything in our ability to provide the best possible customer service; nonetheless, the hotel is situated between a major road and a highway, and the gentleman who stayed there complained that their room is extremely noisy. We explained to them that the room they were assigned was one of the hotel's quietest, with triple-glazed windows, whereas the opposite side of the hotel, which faced the highway, had only double-glazed windows and was substantially noisier than the room they were given. Without the essential communication skills (Doyle, 2020) this may have led to the customer making a complaint and requesting a refund, which would have resulted in a loss for the company. The second talent I'm going to go through is one that requires both technical and physical ability. It is essential for front desk workers to have the ability to use various technological systems and software, such as a property management system (TechTarget, 2018) to check guests in and out, reservation systems (Gungon, 2020) to obtain and confirm reservations, point-of-sale systems to process and accept payments, and finally communication tools (Edwards, 2022), such as email and phone systems.  In order to properly manage front desk responsibilities, one must have prior experience with the technologies mentioned above as well as the ability to pick up and use new applications in a short amount of time.  During my internship, I was given the opportunity to obtain first-hand experience with a check-in and check-out card machine. I learned how to produce the room number and key lock to the card, how to take pre or normal bookings, how to process pre-booked visitors with their room keys, and how to change rooms based on the requirements of the guest. Because of my academic education and my ability to quickly learn new technologies, I was able to quickly become proficient in all of the technical and physical systems that are employed at the front desk. The capacity for organisation and multitasking is the third talent that consists of two distinct components. As was stated before, the front desk is a busy place, and as a result, the ability to stay organised and juggle several different jobs is necessary. You are responsible for managing the check-in and check-out processes, collaborating with cleaning and other departments, and handling reservation requests and inquiries. It is necessary to have strong organisational skills (Indeed, 2023), a close attention to detail, and the ability to prioritise duties in order to keep operations running smoothly and provide guests with a seamless experience. My experience working at the front desk has taught me how to efficiently arrange, which includes the utilisation of digital tools for scheduling, the compilation of task lists, and the application of tactics for managing one's time, among other things. Due to the fact that I have been taking courses of study, I am now better capable of handling several duties at the same time. These skills are going to be absolutely necessary in order to effectively manage the front desk. 
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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?


	As this is my first day at the front desk. I will arrive early to make sure I have enough time to ensure I have all the necessary tools, such as reservations, computer systems and communication devices, such as phones, emails.
	Assess the situation. I will take a moment to assess what is going on and prioritise tasks. Identify any immediate needs and ongoing responsibilities.
	Continuous preparation: By familiarising myself with front desk procedures and check-in/check-out processes, I will be well-prepared to interact with guests and manage front desk operations efficiently.
	Cross training (Reh, 2019): Encourage cross-training associated with team members, including myself, so that everyone has a fundamental knowledge of front desk operations. This would entail changing responsibilities and providing employees with opportunities to learn and practise duties.

	Review standard operating appearance. Refer to the actual hotel’s operating procedures, such as refresh my knowledge of check in - outs, handling guest inquires also I pay attention to any specific guidelines.

	Communicate with colleagues. Inform them of the manager’s absence coordinate and collaborate with them to ensure a smooth shift.
	Continuous self-improvement: By devoting time during downtime to enhancing my skills, I can relentlessly grow my abilities and provide an even higher standard of service to guests over time.
	Manager’s backup: Appoint a reserve or second in charge for the position of manager. This individual must be conversant with the front desk operations and able to temporarily assume managerial responsibilities in the absence of the manager.

	Maintain professional appearance (Faro, 2021). I dress professionally, ensuring I wear the appropriate uniform.


	Utilise available resources. I make use of any available documentation, references of digital guides that could help me without asking the manager.
	Partnership and discussion (Kopp, 2023): Creating direct communication with other areas of the hotel will ensure smooth operations and allow for the prompt resolution of visitor requests or issues requiring collaboration.
	Regular training: Organise periodic training courses to make sure that their front desk operations knowledge and skills are current.

	Greet guests with a warm welcome. Once the guests approaching greet them with a warm smile and a friendly appearance, eye contact is crucial.


	Handle check-ins and check-outs. Efficiently manage guest arrivals and departures with followed established procedures, process check-ins, confirm the reservations and collect necessary information and issue a room key straight away.
	
	Succession planning: Create a succession plan outlining the procedure for temporarily filling crucial roles, which include the front desk employee or manager, in the event of emergencies or absence.

	Stay calm and composed. If there is any unexpected situation or difficult guest remain calm. 

	
	
	Documentation and procedures: Document and established processes for the front desk's operations should be kept current. Specific guidance on how to check in and out, handling bookings, and administering the property management system should be included.



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)


	
In terms of essential components, the property management system is crucial (HiRUM Software Solutions, 2022).  The PMS should have powerful reservation and booking management capabilities. including capabilities such as integration with online booking, guest profile administration, and tracking of room availability.  The system should effectively manage reservations from direct bookings, travel agents, and online travel agencies. The PMS should simplify front desk operations by offering tools to manage check-ins, check-outs, visitor registration, and room assignments. It must facilitate the efficient management of guest requests, room modifications, upgrades, and room status. An efficient PMS should provide tools for analysing demand patterns, monitoring accommodation rates, and optimising pricing strategies to support revenue management strategies.  It should permit hoteliers to set various rates based on room type, seasonality, capacity levels, and customer segmentation. The PMS should have incorporated accounting capabilities to manage financial activities including room charges, taxation, payments, and billing. It should offer precise and comprehensive financial reports, such as income reports, vacancy reports, night audit reports, and customer folios. The accessibility of training and support is a crucial consideration when selecting a PMS. The PMS provider should provide extensive training programmes for hotel employees to ensure correct system usage.


	
Element 2 – Hotel reputation


	
Reputation is influenced by a hotel's brand identity, which includes its positioning, principles, and unique selling factors (Customer Alliance, 2014). Consistency in delivering the brand experience (Bonderud, 2022) promised fosters confidence and positive associations with the hotel. Crisis management (Hayes, 2022) demonstrates that how a hotel manages crises or difficult situations can have a significant effect on its reputation. Efficient crisis management, timely communication, and transparent issue resolution can help mitigate negative perceptions and preserve visitor trust.
The quality of the service offered by hotel staff is a major factor in determining the hotel's reputation. Members of the staff who go above and beyond to accommodate guests' requirements contribute effectively to the hotel's reputation. Important to establishing a positive reputation is meeting and exceeding guest expectations (Campbell, 2023).  It is more likely that a hotel will receive positive reviews and recommendations if it consistently delivers exceptional visitor experiences and effectively resolves guest issues (Campbell, 2022). The sanitation and maintenance of hotel infrastructure, including guest rooms, public spaces, and amenities, play a crucial role in influencing guests' opinions. Reputation is influenced by a hotel's brand identity, which includes its positioning, values, and unique selling factors (MBA Skool Team, 2021). Consistency in delivering the brand experience promised develops confidence and a positive connection with the hotel. Community involvement (ASBTDC, 2017), such as active participation in the local community and corporate social responsibility initiatives, can improve the reputation of a hotel. Returning visitors and word-of-mouth recommendations (Mosley, 2023) are also indicators of guest satisfaction and loyalty, which positively affect the hotel's reputation


	
Element 3 - Communication 


	
Communication is a fundamental aspect of hotel operations and plays an essential role to guarantee guest satisfaction, productive collaboration, and an excellent hotel reputation (Arora, 2014). In the event of a crisis or emergency, it is essential to communicate in a plain and timely manner. Establishing an emergency communication protocol and designating a spokesperson helps ensure that visitors and employees receive accurate and consistent information (Cassling, 2020).  Communication with visitors must be clear and effective in order to provide exceptional service. This involves employing courteous and pleasant language, active listening, and responding promptly to visitor questions, requests, or complaints. Interdepartmental communication refers to the coordination and cooperation between various hotel departments, which are essential for achieving seamless operations (Root, 2019). Establishing frequent interaction channels, such as conferences, emails, or instant messaging platforms, is essential for sharing information, updates, and instructions. Effective team communication is essential for efficient workflow, problem-solving, and the maintenance of a positive work environment. Facilitating open and honest communication promotes cooperation, collaboration, and employee engagement. Appropriate communication technology, such as email systems, instant messaging platforms, and property management systems, are examples of communication technologies. Feedback and evaluation contribute to the development of a culture that encourages employees to share their ideas, suggestions, and concerns. Regular evaluations of performance, guest surveys, and feedback systems provide opportunities to assess the success of communication, discover areas for enhancement, and address problems expeditiously. By prioritising effective communication across visitor interactions, interdepartmental collaboration, and employee engagement, hotels can increase guest satisfaction, teamwork, and reputation, leading to long-term industry success (Naz, 2023).


	
Element 4 - Staffing 


	
	
Staffing is a vital component of hotel operations, as the quality and ability of the staff have a direct bearing on visitor experiences, service delivery, and overall hotel performance (Akhtar, 2023). Fostering a healthy work environment that encourages employee engagement, motivation, and job satisfaction is essential to retaining current workers and attracting new ones. Give employees of the company the opportunity to voice their problems, ideas, and comments at appropriate times (O'Donnell, 2020). In order to boost morale and encourage a sense of belonging among employees, it is important to provide recognition programmes, activities that develop teams, and employee benefits (Oldham, 2020). Workforce planning Create a strategic plan for staffing requirements based on seasonal demand, occupancy rates, special events, and expected visitor preferences (Lucas, 2022). Conduct a comprehensive analysis of the personnel needs for each department, such as the front desk, housekeeping, food and beverage, and maintenance. Develop efficient and equitable staff scheduling practises to guarantee sufficient coverage for all schedules, considering employee preferences, labour laws, and workload demands. Utilise scheduling software or tools to expedite the scheduling process, enhance communication, and effectively manage employee availability and time-off requests. Education and growth provide comprehensive training programmes to ensure that new employees are equipped with the skills and knowledge necessary to perform their duties effectively. via frequent team conferences, communication channels, and collaborative initiatives, teamwork communication promotes efficient interaction and collaboration among staff members. Staffing is crucial to the operation of a hotel, and hotels can establish a strong and competent workforce, improve the quality of service, and create a positive work environment that contributes to employee satisfaction and guest experiences by taking into account the aforementioned factors. The success and repute of a hotel depend heavily on its staffing practises (Akhtar, 2023).
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