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Working at the front desk of a hotel can be both challenging and rewarding. It requires individuals to possess a unique set of skills to ensure guest satisfaction and the smooth operation of the hotel (Accor Careers, n.d.). In this journal, i will discuss the key skills required to work on the hotel's front desk.

Customer service skills:
Customer service skills are essential for front desk personnel because they directly impact the guests' experience (Indeed Career Guide, n.d.). The front desk staff is the first point of contact for guests, and they set the tone for the entire stay. Guests who receive excellent customer service are more likely to feel valued and respected, leading to positive reviews and repeat business. On the other hand, I have seen that the poor customer service can lead to negative reviews, a damaged reputation, and a loss of business.
What I have learned so far in this module is that the front desk staff must have outstanding communication skills to give excellent customer service. They should be able to interact with guests effectively to comprehend their requirements and worries and offer suitable solutions. Overall, I know that customer service skills are essential for front desk personnel to create positive guest experiences, foster loyalty, and drive revenue. 
Communication skills:
In addition to being able to communicate effectively, front desk personnel must also possess excellent interpersonal skills. Interpersonal skills allows me to interact effectively with others and build positive relationships (Customer Experience Magazine, 2021). At the front desk, I was often required to interact with guests from various backgrounds, cultures, and age groups. Therefore, it is essential to be able to communicate effectively with people from diverse backgrounds and tailor communication to meet their needs.
Effective communication is one thing I have learned extensively it also involves the ability to communicate with other departments within the hotel. Front desk personnel must communicate effectively with housekeeping, maintenance, and management to ensure that guest requests and concerns are resolved promptly. 
Multitasking and Time management skills:
In this module I have learned that the multitasking and time management skills are critical for front desk personnel as they are responsible for handling multiple tasks and duties simultaneously (Symonds Research Training Course Materials, 2019). 
Effective multitasking involves prioritizing tasks and managing time efficiently to ensure that all tasks are completed on time. In addition to managing their time, front desk personnel must also be able to manage the flow of guests and respond to any issues that arise (ApS, n.d.). It also enhances my ability to quickly assess, and address guest needs and concerns while still maintaining a positive attitude and providing excellent customer service. In future I can provide a higher level of service to guests and respond quickly to any issues or concerns.
Problem-solving skills:
In addition to providing excellent customer service, front desk personnel must also possess strong problem-solving skills to handle any unexpected situations that may arise. Problem-solving skills involve the ability to think critically and creatively to identify the root cause of a problem and develop effective solutions.
I have learned that the effective problem-solving requires the ability to remain calm and composed under pressure, approach problems with a positive attitude, and be able to work collaboratively with other team members (HRForecast, 2022). 
Attention to detail:
Attention to detail is the most essential skill I have learned in this module because it means excellence. Front desk personnel must ensure that all guest information is accurate, such as room assignments, billing information, and guest preferences. Attention to detail is also critical when handling cash and credit card transactions (traqq.com, 2020).
Technical skills:
In addition to the skills mentioned above, front desk personnel must have technical skills to operate various equipment and software used in the hotel industry. These skills include the ability to operate property management systems (PMS) and reservation systems, handle credit card processing, and manage email and online communication channels. I have learned that just the familiarity with Microsoft Office applications, such as Word and Excel, is not necessary we must learn about PMS software to be efficient. 
Sales skills:
Having sales skills as a front desk personnel is important because it can help increase hotel revenue by promoting and selling additional services to guests (visme.co, 2023). This module taught me that It requires a good understanding of the hotel's services and amenities and being able to articulate their benefits to guests. Additionally, sales skills also include the ability to handle objections and offer alternatives to guests who may be hesitant to purchase additional services. 
Finally, this module has taught me that front desk staff have to be effective, they must also have strong communication skills, multitasking and time management abilities, problem-solving skills, attention to detail, technological skills, and sales skills. These abilities will aid front desk staff in creating a favourable first impression, successfully resolving guest concerns, and promoting hotel facilities to boost hotel income.














		Word Count
	821



	
Component Two:

	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 a front desk associate, my primary concern is to ensure that guests have a positive experience during their stay at the hotel. In the absence of my manager, I would take the following steps to ensure that the hotel is represented well to guests:
Greet Guests with a Warm Welcome: As guests arrive, I would greet them with a warm welcome, a smile, and introduce myself as the front desk associate (Editor, 2016). I would assure them that I am available to assist them with anything they may need during their stay.
	As a front desk associate, it is important to ensure that hotel operations run smoothly throughout the shift in the absence of a manager. To accomplish this, I would take the following steps:

Prioritize guest satisfaction - As the front desk associate, my focus would be to ensure that guests have a pleasant experience during their stay (gastfreundgmbh, 2021). This means attending to their needs and concerns promptly, providing accurate information, and always maintaining a friendly and professional demeanour.
	 I believe my action plan is the most effective for several reasons:

Prioritizes guest satisfaction: The action plan prioritizes guest satisfaction by ensuring that guests receive prompt and courteous service. This ensures that guests have a positive experience, which can lead to repeat business and positive reviews.
	To ensure quick resolution of this scenario in the future, I would put the following contingency plan in place:

Cross-train all front desk associates: To ensure that all front desk associates can handle any situation, I would cross-train them on all tasks and responsibilities that the front desk entails, including handling guest complaints, checking in and out guests, and managing reservations.

	
Provide Excellent Customer Service: I would make it my top priority to provide excellent customer service to guests. This includes answering any questions they may have, providing recommendations for local attractions or restaurants, and resolving any issues or concerns they may have promptly and professionally.

	Communicate with other departments - I would maintain open communication with other departments, such as housekeeping and maintenance, to ensure that any issues are promptly addressed. This would involve regularly checking in with staff and sharing information about guest requests and concerns.
	Utilizes available resources: The plan utilizes the available resources, including manuals, SOPs, and other front desk associates, to ensure that operations run smoothly. This ensures that there are no delays or errors in the check-in/check-out process.
	Develop a Standard Operating Procedure (SOP) manual: I would create an SOP manual that outlines step-by-step procedures for all tasks and responsibilities related to the front desk, including emergency procedures and how to handle unexpected situations like a manager calling in sick (Setupmyhotel.com, n.d.).

	
Ensure Smooth Check-in and Check-out: I would familiarize myself with the hotel's policies and procedures to ensure a smooth check-in and check-out process for guests. This includes handling reservations, processing payments, and providing room keys.

	Monitor room availability - I would keep track of room availability throughout the shift, ensuring that room assignments are accurate and that guests are not double-booked (openhotelalert.com, n.d.). If any issues arise, I will communicate with the reservations department to resolve them promptly.
	Proactive approach: The plan takes a proactive approach to addressing potential issues, such as a shortage of staff or guest complaints. This helps to prevent potential problems from escalating and negatively impacting the guest experience.
	Create an emergency contact list: I would create an emergency contact list that includes contact information for all key personnel, including managers, supervisors, and other staff members who can provide support during an emergency.

	
Anticipate Potential Issues: I would be proactive and anticipate potential issues before they arise. This includes ensuring that guest rooms are clean and well-stocked with amenities and resolving any maintenance issues as quickly as possible.

	Follow standard procedures - I would ensure that all standard procedures are followed, including check-in and check-out procedures, cash handling policies, and safety protocols. This would involve reviewing the hotel's policies and procedures manual and seeking guidance from other staff members as needed.
	Clear communication: The plan emphasizes clear communication with guests and other staff members. This helps to ensure that everyone is on the same page and that guests receive accurate information and assistance.
	Assign a backup manager: To ensure that there is always a manager available to provide guidance and support, I would assign a backup manager who can step in and handle any emergencies or unexpected situations.

	
Communicate with Other Staff Members: I would communicate regularly with other staff members to ensure that everyone is on the same page and that guests receive consistent service throughout their stay (Gibson, 2015). I would seek their guidance and support as necessary to ensure that the hotel is represented well to guests.

So, by providing excellent customer service, ensuring smooth check-in and check-out, anticipating potential issues, and communicating effectively with other staff members, I would ensure that the hotel is represented well to guests even in the absence of my manager.

	Take initiative - In the absence of a manager, I would be proactive in identifying and resolving issues that may arise. This could involve making decisions regarding guest requests, escalating issues to higher management if necessary, and taking responsibility for ensuring that the shift runs smoothly.
	Efficient and effective: The plan is designed to be efficient and effective, ensuring that operations run smoothly throughout the shift. This allows the front desk associate to focus on their tasks and responsibilities, ensuring that guests receive the best possible service.

Overall, I believe that this action plan is the most effective because it prioritizes guest satisfaction, utilizes available resources, takes a proactive approach, emphasizes clear communication, and is efficient and effective. By following this plan, I am confident that I can provide excellent service to guests and ensure that operations run smoothly throughout the shift.
	Regularly review and update the contingency plan: To ensure that the contingency plan remains effective, I would regularly review and update it to ensure that it reflects any changes in the hotel's operations or staffing. 

Having a contingency plan in place can help ensure that the hotel continues to operate smoothly, even in the event of unexpected situations like a manager calling in sick. By cross-training staff, creating an SOP manual, developing an emergency contact list, assigning a backup manager, and regularly reviewing and updating the plan, the hotel can ensure quick resolution of any emergency, thereby minimizing any disruption to guests and ensuring their satisfaction.

	 
	
	



Component Three:

	
Element 1 – Property Management Systems (PMS)


	
Property Management Systems (PMS) are essential to efficient hotel operations. They are computerized systems used to manage various tasks in a hotel, including guest reservations, room assignments, billing, and accounting. PMS serves as the central platform for all hotel operations and provides real-time data, which helps hoteliers make informed decisions (RoomRaccoon, n.d.). The following are key elements that need to be considered when implementing a PMS in hotel operations.

Firstly, the PMS should be user-friendly and intuitive. The system should be designed to simplify complex tasks, reduce errors, and enhance overall efficiency. The user interface should be easy to navigate, and the system should allow staff members to access data and perform tasks quickly.

Secondly, PMS should be scalable and customizable. As hotel operations evolve, the PMS should be able to scale with them (Grant, 2018). It should allow for the addition of new features and integrations without the need for a complete overhaul of the system. Customization should also be possible, allowing hotels to tailor the system to their unique needs and requirements.

Thirdly, integration with other hotel systems is essential. The PMS should integrate with other hotel systems, such as point-of-sale (POS) and revenue management systems (RMS), to ensure a seamless flow of information. This integration ensures that guest information and booking details are up-to-date, and staff can access data from other systems in real-time.

Fourthly, the PMS should be secure and reliable. The system should have robust security features, including firewalls and data encryption, to prevent unauthorized access and data breaches. Additionally, the system should be reliable and available 24/7 to ensure uninterrupted hotel operations.

Lastly, the PMS should provide comprehensive reporting and analytics. The system should generate reports on hotel operations, such as occupancy rates, revenue, and guest preferences (Hootsuite Social Media Management, 2019). The data should be presented in an easy-to-understand format, and analytics should be available to help hoteliers make informed decisions.

Finally, Property Management Systems are essential to hotel operations, and there are various key elements that should be considered when implementing a PMS. The system should be user-friendly, scalable, integrate with other hotel systems, secure and reliable, and provide comprehensive reporting and analytics. By considering these elements, hotels can implement a PMS that enhances efficiency, reduces errors, and improves overall guest experiences.








	
Element 2 – Hotel reputation


	
A hotel's reputation is a crucial element in its operations and overall success. A good reputation can result in more bookings and money, whilst a bad reputation might result in fewer bookings and lost revenue. There are several key elements that hotels must consider when managing their reputation:

Guest satisfaction: Guest satisfaction is one of the most critical factors in determining a hotel's reputation (Usta, Berezina and Cobanoglu, n.d.). Satisfied guests are more likely to leave positive reviews and recommend the hotel to others. To ensure guest satisfaction, hotels must provide excellent customer service, clean and well-maintained rooms and facilities, and timely resolution of any guest complaints or issues.

Online presence: In today's digital age, a hotel's online presence is essential in shaping its reputation. Hotels must actively manage their online presence by monitoring and responding to guest reviews on platforms such as TripAdvisor, Google Reviews, and social media. They must also ensure that their website is user-friendly, informative, and reflects the hotel's brand identity.

Staff training: The hotel staff plays a significant role in shaping the guest experience and ultimately the hotel's reputation. Staff members must receive adequate training in customer service, communication skills, and conflict resolution. They must also understand the hotel's brand and values and be able to communicate them to guests effectively.

Crisis management: No hotel is immune to crises, whether they be natural disasters, accidents, or negative publicity. Hotels must have a comprehensive crisis management plan in place to handle any potential crises effectively. This plan should include clear communication protocols, designated crisis team members, and procedures for guest evacuation or relocation if necessary.

Community involvement: A hotel's reputation is not just about its relationship with guests; it is also about its relationship with the local community (Hospitality Technology, n.d.). Hotels can build a positive reputation by supporting local businesses, participating in community events, and contributing to charitable causes.

Recapping, managing a hotel's reputation is a multifaceted task that requires attention to several key elements. By focusing on guest satisfaction, maintaining a strong online presence, providing staff training, having a crisis management plan, and engaging with the local community, hotels can build and maintain a positive reputation and increase their chances of success in the hospitality industry.






	
Element 3 - Communication 


	
Communication is an essential element of hotel operations as it ensures that all aspects of the hotel run smoothly, from front-of-house to back-of-house. Effective communication enables staff to provide high-quality service to guests and minimises the risk of errors and miscommunications that can impact the guest experience.

One key element of communication in hotel operations is having a clear chain of command. This ensures that staff know who to report to and who is responsible for making decisions (Zink, 2017). In addition, it is important to have open lines of communication between departments and staff members, so that everyone is aware of what is happening in the hotel and can work together to achieve common goals.

Another important aspect of communication is training (Anon, 2022). Staff should be trained in effective communication techniques and protocols for handling guest inquiries and complaints. This includes active listening, empathy, and de-escalation techniques. Regular training sessions and refresher courses can help to ensure that staff are up to date with best practices and are equipped to handle any situation that arises.

Technology can also play a role in improving communication in hotel operations. The use of messaging systems and mobile devices can allow staff to communicate with each other and respond to guest requests quickly and efficiently (Manager and Zesium, 2022). Guest-facing technology such as chatbots and mobile apps can also help to streamline communication and provide guests with a seamless experience.

Finally, it is important to have a culture of open communication and feedback within the hotel. This means encouraging staff to share their ideas and suggestions for improvement and taking feedback from guests seriously. Regular staff meetings and forums for feedback can help to foster this culture and ensure that everyone is working together to achieve the hotel's goals. So, effective communication is a crucial element of hotel operations. A clear chain of command, training in effective communication techniques, the use of technology, and a culture of open communication and feedback are all key components of a successful communication strategy in the hospitality industry.





	
Element 4 - Staffing 


	
Staffing is a crucial element in hotel operations as it plays a significant role in delivering quality service to guests. The following are the key elements that need to be considered when managing staffing in hotel operations:

Recruitment and selection: Hotels must have an effective recruitment and selection process to ensure they hire competent and skilled individuals (Surbhi S, 2018). The recruitment process should involve job analysis, job description, and person specification. It should also include background checks and verification of credentials.

Training and development: Once staff are hired, hotels must provide adequate training and development programs to help employees gain the necessary skills and knowledge to perform their duties effectively. Training should be ongoing to ensure staff are up to date with the latest trends and techniques.

Staff retention: Staff retention is essential to maintain the quality of service offered by the hotel. Staff who feel valued and appreciated are more likely to stay long term, reducing staff turnover and associated costs. Hotel managers can achieve this by offering competitive compensation, benefits, and incentives.

Performance management: Performance management involves setting goals, assessing performance, providing feedback, and identifying areas for improvement. This helps staff understand expectations, track their progress, and improve their performance.

Staff scheduling: Staff scheduling is essential in ensuring adequate coverage and avoiding overstaffing or understaffing (Soares, Da and Rocha, 2013). Managers must consider factors such as peak periods, seasonality, and staff availability when creating schedules.

Finally, staffing is a critical element in hotel operations, and effective management of staffing can lead to enhanced guest satisfaction, staff retention, and improved overall performance. A well-designed recruitment process, ongoing training and development, staff retention programs, performance management, and effective staff scheduling are key elements to consider when managing staffing in hotel operations.	
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