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	[bookmark: _Toc135936791]Introduction
Front desk management is an essential human resource skill used by the hotel industry to cater to guest requirements, enhance guest access and provide hotel information to the visitors. The aim of the study is to assess the skills required by front desk staff and managers in a hotel. The study is going to assess the various qualities front desk staffs needs to incorporate into their duties to provide guests quality services in the hotel. The study intends to integrate the human resource aspects in the hotel industry and the training staff’s needs to attain to work as front desk staff.
[bookmark: _qjyckrqrnmfe][bookmark: _Toc135936792]Key Skills required to work in the front desk of hotels
Front desk staff is considered the basis of a hotel's services as they engage in the basic conversations with the customers and provide the first professional contact a customer experiences in a hotel. A front desk staff may include receptionists, front desk officers, desk assistants and customer associates. The front office in a hotel serves as the nerve centre or the hub of the hotel as they answer queries, greet guests and assist customers with their requirements (Choi and Choi, 2021). The qualities of a front desk staff therefore has to incorporate the pivotal facets of communication, representation, multitasking, interpersonal skills, empathetic qualities, good hygiene, technical skills and data entry.
Communication in the hotel industry serves as the basic need of meeting customer requirements. Through an efficient communication skill hotel staffs has the ability to both understand customer requirements and fulfil the requirements of the customer (Shin et al., 2019). The hotel staffs needs to possess organisational skills like representation of what the hotel stands for and also portray the kind of services customers can experience in a hotel. The front desk staff should be able to multitask and meet multiple queries and requirements of the customers visiting the hotel. The multitasking skills of a front desk staff provide efficiency in the operations of the job role (Mousa et al., 2022). Multitasking of a front desk staff requires the employee to be empathetic in nature and be calm while handling customer problems, demands and complaints. Front desk hotel staffs therefore, needs to be an active listener while catering to the customers to meet specific customer needs.
The front desk staff equally needs to develop interpersonal skills to understand the areas of concern in customer complaints and have the tenacity and patience to solve them pragmatically (Jhaiyanuntana and Nomnian, 2020). Front desk staffs additionally need to maintain good hygiene to enhance the appeal of the hotel business. The hospitality industry requires staff to maintain a good personal hygiene to provide customers the assurance that they are being attended to with care and without the risk of any contamination. Good hygiene enhances the hospitable qualities of safety and health of a hotel industry and increases the appeal of the hotel to its customers (Gupta and Sahu, 2019). The front desk staffs equally needs to master technical skills to meet customer services and requirements of the present age digitally. The front desk employees should be able to work on computers and meet customer requirements using digital tools. The employees at the front desk management should be trained to handle the hotel industry’s own web portals to help customers select the best options and reply to complaints (Zaragoza-Sáez et al., 2022).  Front desk staffs should be trained with technological skills to meet the changing requirements of the hotel industry and equally aid customers in accessing the digital services of the hotel.
Additionally the front desk staff should be able to keep a record regarding customer entries, the kind of services availed by them and the database of every detail in the hotel’s services. Front desk staffs needs to incorporate their understanding of customer requirements and complaints using applicable and pragmatic methods calmly to both honour guest needs and enhance business operations. Therefore, front desk staffs have to possess the will and efforts to meet customer requirements with attention to detail.
[bookmark: _f3ijf432dh4k][bookmark: _Toc135936793]Conclusion
The front desk staffs provide the basic pedestal to customers in accessing a hotel’s services. A hotel’s front desk staffs use the multifaceted skills to encourage customers in availing the services of the hotel and meet specific customer requirements. The front desk staff using their training and pragmatic skill ensures in providing customers quality services and enhances the goodwill of the hotel and equally aims at providing operational efficiency. Hotel front desk staffs therefore are required to implement their training to enhance the attention to detail in customer services.
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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?

	Understand guest requests and employ staff to cater them. This means the guest requests should be understood using effective communication. These requests are going to be fulfilled using appropriate staff management trained to meet specific requirements.
	Maintain effective communication with the guests. Creating a fluent and effective communication in meeting customer wishes and requirements provides the hotel clarity in understanding the specific needs of the customers. Equally the clarity in communication gives the idea to the customers regarding the services they can avail at the hotel. 
	The action plan is strategic, precise and focuses on budgeting. A strategic and precise action plan is necessary to avoid confusion in operations. Providing a budget to the action plan allows the management of funds allocated in the sustenance of hotel operations.
	Appoint a head of every department based on the professional integrity and capacity to serve as an on job leader to provide operational efficiency. 

	Presenting good hygiene in maintaining hotel services. Good hygiene enhances the reputation and presentation of the hotel by providing the guests an idea regarding the cleanliness of the hotel. Hygiene and cleanliness provides guests the safety regarding health maintenance. 
	Directing staff to understand the importance of meeting guest requirements. Effective staff management and training gives hotels the chance of explaining the importance of guest requirements to cater and fulfil them.
	The plan allows departments to work independently to meet customer requirements. Allocating jobs to various departments based on their job roles provide independence in the work. Independence in the various departments of the hotel industry allows them to function with efficiency and provide assistance to the customers based on their professional roles.

	Keep doctors and medical assistance in the hotel to provide customers the option of availing first-aid or treatment in crisis situations. Additionally the option of providing medical services and access to a nearby facility has to be considered.

	Provide customers benefits and packages to increase reputation. Increasing the discounts and offers for the guests to avail in the hotel increases the chance of an increased footfall in the hotel.
	Provide quality in services and attention to detail. The attention to detail facet in the hotel industry revolves around the fact that customers have distinct and specific requirements and therefore it is imperative to fulfil them with care.
	The plan prioritises a customer’s needs and requirements. The fundamental pedestal on which the hotel industry survives is the priority to focus on customer needs and preferences. Hence it is essential to acknowledge customer needs and requirements as the basic motto of the hotel.
	Backup all software data and customer information in case of an accident or disaster to later provide assistance based on the customer portfolio once the situation settles.

	Allows guests to avail all complimentary services and outdoor facilities. Complimentary breakfast or dinner services attract guests to book a room for a short stay at the hotel which enhances the economic growth of the hotel. Allowing guests to access outdoor facilities like the pools, gyms and social areas enhances the appeal of the hotel to the guests. 
	Allocate appropriate tasks to departments to aid guest needs and requirements. Staff allocation is an important aspect of managing jobs in a hotel industry. Thus, allocating jobs based on the skills of staff in each department ensures managerial efficiency of the hotel. 
	The action plan uses PMS systems to encourage and enhance professional efficiency. Using the PMS system helps to optimise decision making using accurate data. PMS systems ensure quality service to be provided to their customers using digital innovation.
	Creation of a management team to handle negative reviews and feedback. It is essential to employ a team of staff to provide assistance to customers in case of any issues faced by them during their stay at the hotel.

	Provide guests additional pickup or drop facilities. Ensuring car facilities to provide lift to guests from the airport or stations to the hotel and vice versa increases the goodwill of the hotel to the guests. 
	Maintain transparency in operations. Transparency in operations essays the fact that the hotel should operate with clarity, honesty and integrity and prioritise the areas of service lacuna. 
	The action plan is designed to enable the hotel to run at full capacity to maximise profits. Despite the fact that the hotel should cater to the customer needs and requirements, it is equally important to work for the economic enhancement of the hotel and maximise it. 
	In case of any disaster or accidents assisting customers with the access to healthcare, government facilities and enhancing policies of the hotel to provide essential care in situations of crisis.



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)


	The property management system or PMS is a set of systems used by the hotel industry to manage their daily activities such as maintenance of customer details, housekeeping allocations, guest reservations, billing and guest complaints. The PMS is a strategic management system used by various hotel industries to enhance their operational growth and reduce cost and labour of the hotel management. The PMS in a hotel industry ensures operational efficiency as opposed to manual front office operation systems (Bardi, 2021). The PMS provides the hotel industry with a boost in operations and organises the various sectors and departments of the hotel. PMS additionally ensures hotel industry operations to reach managerial regulation and efficiency. The present time and age has helped the PMS system to expand above the core functions and helps in maintaining policies that cater to the smooth functioning of the hotel.
The modern PMS system can help managers allocate tasks to the various departments including the maintenance of attendant sheets of employees and manage conferences, meetings and banquet halls. The hotel industry is hugely benefited using the updated and enhanced PMS system which helps the industry to automatise their operations. The hotel industry with the help of the modern PMS system can automatically allocate daily tasks and responsibilities and uses accurate on time data to optimise operational decisions (Verevka, 2019). The modern PMS equally aids the hotel industry in accessing the hotel database online and assesses the current hotel rooms and service statuses. Therefore through PMS the hotel industry can increase functional efficiency.

	
Element 2 – Hotel reputation


	Hotel reputation management constitutes monitoring the service behaviour and influencing the perception of the guests that visit the hotel. Hotel reputation is therefore commonly related to the goodwill of the hotel. Hotel reputation includes the key elements of location, services, personnel and marketing of the hotel. Location of a hotel serves the accessibility facet of a hotel industry and allows guests to reach the hotel premises easily (Deboosere et al., 2019). A hotel providing quality services within the range of an airport or the centre of the city allows the guests of the hotel to be centrally located when visiting a new place. Similarly guests choosing the landscape over the city have the independence to choose hotels that are located in the tourist sites. Hence, hotel location helps to enhance the accessibility of the hotels contributing to their reputation.
Meeting specific customer requirements with quality allows the hotel to significantly increase their customer base and aids in the organisational growth of the hotel. Customers enjoy visiting hotels that provide quality services and increase the efforts to cater to specific requirements (Alzoubi, 2021). The attention to detail of hotel personnel in meeting a customer’s requirement allows the hotel to gain goodwill and enhance their operational efficiency. Hotel reputation is hugely dependent on the marketing of the hotel brand. The marketing of the ways a hotel values their customers and cares for their needs also enhances hotel reputation and provides organisational growth.

	
Element 3 - Communication 


	Effective communication in a hotel industry is dependent on the behaviour of the hotel staff in meeting customer requirements and requests. Effective communication is recognised by the ability hotel staffs have to actively listen and follow the needs of the customers and equally aid their requests by fulfilling them. Communication in the hospitality industry is an effective instrument in meeting customer queries and demands. The gap in communication in the hotel industry is considered a disadvantage in catering customer requests as hoteliers and personnel working fail to understand the needs a customer has. Insufficient communication affects the relationship of the customers with the hotel management worse and creates a lacuna in the managerial efficiency of the hotel (Shen et al., 2020). Thus, it is imperative for hotels to train their staff to communicate effectively and efficiently with the guests that visit the hotel.
The communication strategy in running a hotel is considered a pivotal aspect in maintaining the reputation of the hotel. Good communication maintenance in enhancing hotel operations allows the hotel to perform its functions effectively and efficiently. Effective communication over the time underwent changes and using the digital innovations and services has risen above the traditional understanding of communications. The customers have better clarity, consistency and access in recognising hotel services thus contributing to the hotel industry’s professional efficiency (Kushwaha et al., 2020). Effective communication provides clarity to both the customers and the hotel managers regarding the policies, provisions, services and operational elements that can be accessed by the customers.

	
Element 4 - Staffing 


	Staffing in a hotel industry relates to the integration of the workforce and separating them in terms of their skills and department of work. The concept of staffing in a hotel industry includes hiring people for work according to their job preferences and skills at work. Staffing therefore is a procedure in which the hotel industry hires people based on their training, field of study and job skills. The hotel managers allocate tasks and responsibilities to the hotel staff based on their allocated skills and training (Luu, 2021). The elements of staff incorporation in the hotel industry include employing individuals based on their skills to adapt to specific situations and meet customer requirements. For example housekeeping staffs has the ability to cater customers regarding their demands of room services and cleaning. A hotel front desk staff on the other hand can solve customer queries, allocate special customer requirements and incorporate feedback among many other functions.
These job allocations are done by effective staffing procedures and employing people based on their training and orientation at work. Staffing includes both the elements of serving customers but also the element of people willing to provide service to customers. Staffing is considered a process of employing, maintaining and retaining a workforce to enhance operational efficiency based on the skills of the staff employed. Staffing ensures the proactive indulgence and employability of the staff through proactive learning, training and allocation of skill management in ensuring good management.
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