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The key skills required to work on the hotels front desk
There are a lot of responsibilities that come with working at the front desk of a hotel. Staff at the front desk must multitask well and maintain their composure even under intense pressure. To complete their jobs effectively, front desk employees must possess many skills, including solid communication and multitasking abilities, excellent customer service skills, and strong communication skills (Hcareers.com and Rose, 2016). They need to have a solid understanding of hotel procedures and computer systems. The front desk employee of a hotel is typically the initial point of contact that guests have with the establishment. They are accountable for greeting clients with a friendly greeting, attending to their requirements, resolving any questions or concerns the consumers may have, and giving support and guidance. It is essential for the personnel working at the front desk of a hotel to possess several critical abilities to cater to their visitors' requirements adequately.

Communication Skills: Working at the front desk of a hotel requires excellent communication skills to be successful. Front desk workers must have excellent verbal and written communication skills, the ability to listen attentively, and the ability to effectively transmit information to clients. They should also be able to comprehend client requirements, reply to them in a way that is polite and respectful, and manage challenging talks with tact and diplomacy.

Interpersonal Skills: Strong interpersonal skills are needed for hotel front desk workers. They should be personable and pleasant, can sympathise with visitors and can develop solid connections with consumers (Tarver, 2021). They should also be able to have a professional demeanour at all times, deal with difficult circumstances, and settle problems successfully.

Customer Service Skills: The ability to provide outstanding service to guests will be an essential qualification for hotel front desk employees. They should be able to react to client demands in a fast and efficient way, offer correct information, be able to deal with demanding customers and be able to problem-solve quickly and efficiently.

Attention to Detail: The personnel at the front desk of a hotel must have excellent attention to detail, be able to precisely take down the information that customers provide, and check to ensure that everything is documented correctly. They should also be able to identify errors and follow up on requests promptly.

Computer Skills: A fundamental understanding of computers is required for employees working at hotel front desks to operate the hotel's software and access guests' personal information (Intellectsoft Blog, 2021). They should also be able to utilize various software programs associated with hotels, such as reservation systems, customer service systems, and payment systems.

Organisational Skills: The personnel at a hotel's front desk must have strong organizational abilities to manage their workload, keep track of client requests, and process payments. Moreover, they need to be able to handle the payments. They should also be able to prioritize duties and multitask to succeed in this position.

Time Management Skills: The crew at the front desk of a hotel has to be able to manage their time correctly, keep up with their commitment to providing good customer service, and fulfil all of their deadlines.

Teamwork Skills: The workers at the front desk of a hotel should have strong collaboration abilities and collaborate with employees from other departments to deliver the most excellent possible experience for the hotel's guests (Revfine.com, 2022). They should also be able to work alone, take on extra duties, and demonstrate initiative.

Adaptability: The ability to rapidly and effectively adjust to new circumstances is an essential skill for hotel front desk employees. They must have quick minds and develop creative solutions to problems quickly.

Knowledge of the Hotel: The personnel working at the front desk of a hotel should have a solid understanding of the establishment and the amenities it offers to be able to respond appropriately to questions posed by guests and give correct information. They should be able to provide guidance and support to consumers and make suggestions for activities and establishments in the surrounding area.

Language Skills: According to Gratis (2022) the employees working at the front desk of a hotel should have strong language abilities, be able to comprehend the demands made by guests, and communicate successfully in several languages. They should also be able to use language to de-escalate challenging circumstances and talk clearly and assuredly.

Excellent communication, interpersonal, customer service, attention to detail, computer skills, organizational, time management, collaboration, flexibility, hotel knowledge, and language abilities are among the main competencies needed to operate at a front hotel 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 a quick resolution of this scenario in the future?


	
I prepare to address visitors' inquiries courteously and informally by reading up on the hotel's regulations and procedures.

	To ensure I am up to speed on the front desk's required standards, tasks, and obligations in terms of customer service, I plan to go over the handbook. It will put me in the best possible position to respond to questions from guests and do other service-related tasks.  
	My first priority would be taking care of the visitors' wants and requirements. I would cheerfully meet and check in visitors to the hotel. The demands of any visitors who may have them are met.
	I suggest having a backup plan if the manager is absent. Identifying a few staff members who can fill in for the management could be necessary. The selected employee should be qualified and experienced.

	
I'd always put the client first by being kind and helpful to everybody that walked through the door.

	I'll check the day's itinerary to ensure I know when people are due to arrive and leave. I'll recheck the reservations to make sure everything is accurate. I will proactively seek out visitors and attend to their requirements while making them feel at home
	In a manager's absence, I am responsible for ensuring that the staff is well-equipped to carry out their duties.
	Set up a strategy to quickly transmit expertise and information to the new hire. It could contain a current policy book, a training manual, and a complete description of roles, activities, and procedures. This ensures the replacement can swiftly take up where the manager left off.

	
If I get cast in this job, I will look my best by grooming myself and donning a suitable outfit.

	I could familiarize myself well with the hotel's current offerings. It will enable me to assist visitors with concerns and make their stay more enjoyable.
	I'd ensure they have the most recent versions of all relevant contact information, keys, and supplies. I would give them a comprehensive to-do list with specific due dates.
	I also recommend a communication and accountability mechanism. In the manager's absence, an assistant manager could handle the employees. It ensures that the staff person taking over can readily convey any modifications or updates to the team.

	
Guests could count on me to have the most up-to-date information about any specials or events being held at the hotel since I plan to keep myself informed at all times.
	I will check the room logs to make sure everything is in order. I'll also check in with housekeeping to ensure they've finished up and the rooms are ready for new arrivals.
	In the manager's absence, I ensure everyone knows I control the front desk. In doing so, both visitors and employees will feel more at ease.
	I suggest instituting measures to ensure the manager has access to the workplace. This can include checking in on the workplace from afar and keeping an eye on things while they're gone. This would help the management be informed of workplace happenings and maintain communication with their staff.

	


	
	
	



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)


	
A Property Management System (PMS) is a valuable tool for managing various tasks associated with renting out residential or commercial property. Standard functions found in property management software (PMS) include tenant management, accounting and financial administration, marketing and leasing tools, and maintenance monitoring (altexsoft, 2019).

Tenant Management: The goal of property management software (PMS) is to make it easier for landlords and property managers to keep track of renters' personal information, such as names, addresses, payment histories, and lease terms. Tenant profiles may be created and maintained in a PMS system, including contact information, housing preferences, payment history, and security deposit details.

Accounting and Financial Management: Property management software (PMS) may be used to manage the property's finances in many ways, including keeping tabs on income and expenditures, creating monthly rent statements, and keeping tabs on security deposits and overdue rent payments. Landlords and property managers can obtain an accurate picture of their properties' financial status with the help of reports generated by PMS systems.

Marketing and Leasing Tools: Property management software (PMS) can be used to make marketing materials like listing flyers and brochures and to handle the leasing process, including answering questions and setting up showings. The PMS could also screen potential renters by collecting applications and other necessary paperwork and doing background checks.

Maintenance Tracking: Maintaining the status of work orders and arranging for repairs are only two examples of the many uses of a PMS system (Kholin, 2022). The connections with suppliers and the documentation of previous and present maintenance tasks are two different uses for a PMS.
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Figure 1: Property Management Software
Source: (Roy, 2022).







	
Element 2 – Hotel reputation


	

The prosperity of the hotel sector is directly tied to the quality of the hotel's reputation. It measures how well a hotel meets its guests' needs regarding amenities, services, and other factors. It also has a significant role in retaining existing customers and luring new ones. With time, a hotel's reputation grows; therefore, keeping it in good shape is essential.

Critical components of a hotel's reputation are:
Quality of Service: This is the most crucial factor in determining a hotel's overall status. The term "quality of service" refers to not only the competence of the employees but also the tidiness of the premises, the efficiency of the front desk, and the satisfaction of the guests.

Facilities: The hotel's amenities should be in top shape and current. Hotels need to provide high-quality facilities for their customers.

Location: A hotel's location significantly determines its status. The hotel and any points of interest in the area should be simple to reach.


Reviews: Guest opinions significantly affect a hotel's overall standing. Positive ratings attract new visitors, while unfavourable ones hurt business (Thi et al., 2021).

Online Presence: A hotel's internet profile is crucial. The hotel's website and social media profiles should both be regularly updated. This facilitates communication between hotels and their visitors, both current and future.

Word of Mouth: Reputation could be built or destroyed by word of mouth. Positive word-of-mouth from satisfied guests may do wonders for a hotel's standing in the eyes of potential patrons.






	
Element 3 - Communication 


	"communication" refers to the process through which two or more people share thoughts, ideas, and information. Transferring knowledge from one person to another in a manner that can be comprehended and used is what we call communication. The sender and the recipient are both active participants in every given communication. Several components together make up the whole procedure.

The sender is the first piece. When two people communicate, the individual who sends the first message is called the sender (Sanchez, 2019). They get to choose what is said, how it gets spoken, and what form the message takes. The onus for ensuring the communication is received in its intended form is with the sender.

The message is the second component. The message is the information being sent. It's the backbone of any message you want to convey, so be sure it's perfect before you send it. The message must be written specifically for the recipient, the circumstance, and the topic.

The receiver constitutes the third component. A communication receiver is an individual who reads and interprets the message. Their job is to decipher the transmission and provide their opinion (eCampusOntario, 2018). The message's recipient should pay close attention and listen attentively to get the entire meaning.

Fourth, there is the feedback mechanism. To effectively communicate, feedback is required. It ensures that the intended message has been received and processed. If the message needs to be understood first, it becomes more transparent.
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Figure 2: Communication Process
Source: (Gabrielle, 2015).
	








	
Element 4 - Staffing 


	
Staffing is essential since it finds, evaluates, and places the best possible employees in open positions (Morales Group Staffing, 2019). Planning for human resources requires thinking about what roles different employees should fill and when. Some of the most important aspects of personnel planning are outlined here.
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Figure 3: Staffing Process
Source: (J, 2022).

Job Analysis: Determining what information, skills, and abilities are needed to properly carry out work responsibilities and obligations. After gathering this data, position descriptions, requirements, and norms could be created (Simplilearn, 2021).

Recruitment and Selection: Finding and hiring the most qualified people for each position is crucial. It includes identifying suitable applicants, doing preliminary evaluations, conducting interviews and assessments, and making final selections.

Compensation and Benefits: After being chosen, applicants should get paid and benefits by company policy. It involves choosing the base pay rate, figuring out bonuses and incentives, and settling on the benefits package.

Orientation and Training: It's crucial to provide new hires with the proper orientation and training to hit the ground running. It includes introducing them to the team, briefing them on the company's history, and educating them on the specifics of their position.

Performance Management: Monitoring and assessing employee progress after hiring is crucial. To help people attain their maximum potential, managers must establish performance standards, do performance reviews, and provide constructive comments and guidance (Employment, 2022)

All organisations need these fundamentals of personnel to thrive. Organisations may guarantee they have the best people working in the best roles at the best times if they manage these factors effectively.
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