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Employment at the reception desk of a hotel presents a range of prospects and obstacles. This position requires a combination of technical and interpersonal skills. 

Communication skills

Effective communication abilities are a fundamental requirement for pursuing a profession at the reception desk of a hotel. Proficiency in effective communication with diverse stakeholders such as guests, staff, and other relevant parties within the hospitality industry is imperative for fulfilling the responsibilities of this position. Front desk personnel are expected to possess the ability to actively listen, accurately comprehend customers' needs, and deliver adequate service. Proficiency in various modes of communication, including but not limited to in-person interactions, telephonic conversations, and written correspondences, is deemed imperative.

Customer service skills

Proficiency in communication and customer service skills are essential for individuals working at the front desk of a hotel. The hotel's front desk agents serve as the primary interface between the hotel and its guests. The individual is required to possess the ability to warmly greet individuals, effectively address their queries, and aid those in need. It is imperative for individuals to possess the skills to effectively manage dissatisfied customers in a professional manner (Hotel Business Review.,2017)

Technical skills

Proficiency in various technological skills is a prerequisite for performing duties at the reception desk of a hotel. It is imperative for the front desk staff to possess comprehensive knowledge of the hotel's reservation and booking systems, alongside other software applications commonly utilised in the hospitality industry. Proficiency in fundamental administrative competencies, including but not limited to organising documents, inputting data, and maintaining records, is a prerequisite.

Organisational skills

It is imperative that the personnel manning the reception area exhibit a high degree of organisational skills. Apart from other managerial responsibilities, they are responsible for managing visitor bookings and allocating rooms. Professionals are required to possess the ability to effectively prioritise their tasks, efficiently manage their time, and maintain high levels of productivity even in stressful situations (Kusluvan, 2010).
Multitasking skills

The front desk personnel in hotels are usually required to manage multiple tasks simultaneously. Proficiency in multitasking is a crucial attribute for front desk personnel who are tasked with concurrently managing visitor inquiries, telephone communications, and documentation. Professionals must possess the ability to establish priorities, efficiently organise their tasks, and meticulously attend to details throughout the entirety of their workflow (Jones, 2019)

Problem-Solving 

Proficiency in problem-solving is an additional requirement for individuals working in the front desk position. Professionals must possess the ability to scrutinise issues and devise innovative remedies to meet the demands of discontented clients. Furthermore, it is imperative that they possess the ability to troubleshoot technological issues pertaining to the hotel's booking and reservation systems, as well as other software applications relevant to the hospitality industry.

Interpersonal skills 

Employment at the reception desk of a hotel necessitates proficient interpersonal abilities. Effective communication with hotel guests, colleagues, and the public is a crucial skill for front desk personnel. Professionals require the ability to collaborate effectively and exhibit adaptability in interacting with individuals from diverse backgrounds and viewpoints.

Sales skills

Ultimately, it is imperative that individuals working at the reception desk possess exceptional sales skills. It is common for them to assume responsibility for promoting supplementary services and amenities to guests, such as spa therapies, dining arrangements, and lodging enhancements. Professionals in sales must possess the ability to effectively influence potential buyers, manage customer objections, and successfully close transactions.



To summarise, the role of a hotel front desk employee necessitates a wide-ranging skill set that encompasses communication, customer service, technical proficiency, organisational ability, multitasking, problem-solving, interpersonal aptitude, and sales acumen. The acquisition of these competencies is imperative to deliver superior hospitality services to patrons and guarantee the seamless functioning of the lodging establishment. The acquisition of these competencies enables individuals to pursue a fulfilling vocation in the hospitality sector and enhance their career progression (Hotel Business Review, 2017)



























		Word Count
	816



	
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?


	I would familiarise myself with the hotel's layout, services, policies, and operating procedures. This will allow me to confidently respond to any inquiries from visitors and provide accurate information.

	I would ensure that my workstation is tidy, organised, and stocked with all essential supplies and equipment. This will allow me to work more efficiently and reduce the likelihood of errors and delays.
	My strategy prioritises the requirements and gratification of visitors, the ultimate objective of any hospitality enterprise. By actively listening, being receptive, and providing personalised service, I can contribute to a positive and memorable experience for guests.
	Develop an exhaustive set of standard operating procedures (SOPs) for the front desk that includes specific instructions for all duties and responsibilities.

	Greet guests with a smile I would greet guests with a cordial smile and a friendly welcome as they arrived. This will aid in establishing a favourable first impression and set the tone for their stay.


	I would effectively communicate with co-workers and visitors, informing them of any significant updates or modifications to the schedule. This will ensure that all parties are on the same page and that issues are resolved promptly.
	My plan emphasises the significance of adhering to established procedures and protocols, which aids in maintaining consistency and quality throughout my shift. This can assist in mitigating the risk of errors or delays and ensuring tasks are completed accurately and expeditiously.
	Cross-train all front desk employees in the duties and responsibilities of each other.

	I would actively attend to the requests and concerns of guests and ensure that I understood their needs and expectations. This will allow me to provide guests with personalised service and ensure they feel valued and appreciated.


	I would be willing to adjust my priorities and duties in response to unforeseen circumstances or events. This will aid in ensuring that operations continue to function efficiently despite unforeseen obstacles.
	My plan emphasises the significance of communicating effectively with co-workers and visitors. This can aid in ensuring that everyone is on the same page and that issues are resolved quickly and effectively.
	Create a list of all staff members' emergency contact information and make sure it is readily accessible.

	I would be responsive to the requirements and requests of visitors, as well as proactive in anticipating and resolving any potential problems. This will ensure that visitors have a pleasant and seamless stay.

	I would ensure that all tasks are completed accurately and efficiently by adhering to established procedures and protocols. This will aid in maintaining quality and consistency throughout my shift.
	My plan emphasises the significance of being flexible and adaptable, which is crucial in the hospitality industry, where unanticipated events and obstacles can arise. By being able to adapt my priorities and responsibilities to changing circumstances, I can ensure that operations continue to operate efficiently.
	Establish a protocol for contacting the manager or other appropriate personnel in the event of an emergency or unexpected absence.

	In all interactions with visitors, I would maintain a professional demeanour and adhere to the hotel's code of conduct. This will increase visitors' confidence and enrich their overall experience.


	I would maintain my composure in the face of stressful situations or difficult visitors. This will enable me to provide superior service and maintain a professional demeanour in challenging situations.
	My plan emphasises the significance of maintaining a professional demeanour and remaining composed under duress, which are essential characteristics for any front desk associate. By maintaining composure and concentration, even in difficult circumstances, I can contribute to providing exceptional service and preserving a positive work environment.
	Schedule regular staff meetings to discuss any issues or concerns and keep all employees informed of any changes to procedures or policies.



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)


	It is essential for hotels to use Property Management Systems (PMS), which is an acronym that stands for property management software. Hotel management software applications are used to handle a variety of aspects of a hotel's operations, including booking, guest registration and departure, room allocation, financial transactions, and accounting, to name a few of these aspects. A property management system (PMS) that is effective has the capacity to enhance the operating processes of a hotel, which may result in an increase in the level of output while simultaneously decreasing the amount of money that is spent (Buhalis, 2008)

In order to successfully complete an evaluation of a Property Management System (PMS), it is vital to concentrate on a number of facets that are of the utmost significance. The scalability of the system has to be taken into account right from the beginning of the process, since this is a fundamental need (Smith, 2020). The requirements of a property management system (PMS) should be able to be met by establishments of varying sizes, from the tiniest boutique hotel to the largest resort in the world, if the system is to be considered effective. The needs of these hotels will be quite diverse, and an efficient PMS will be able to satisfy them all. Second, it is of the highest significance to take into consideration the degree of integration that the system has with other systems, such as those that govern accounting and revenue. These systems are examples of those that need integration. Thirdly, it is vital to keep in mind the user-friendliness of the system, which should appeal to both hotel employees and guests who may use the system to book accommodations or acquire information about their stay. This is because the system should be able to accommodate both types of users. This is since the system may be used to both book accommodations and acquire data on the visitors' stay at the property.




	
Element 2 – Hotel reputation


	The quality of service provided at a hotel has a direct bearing on how well it is known among travellers. A positive reputation has the power to result in a rise in the number of reservations as well as an increase in the price, while a negative reputation can result in a fall in the number of bookings as well as an increase in the price. It is crucial to take into consideration several significant issues when it comes to the management of a hotel's reputation.

At first, it is very vital to maintain a close check on the digital ratings and recommendations coming from various social media platforms. This gives hotel management the ability to rapidly react to unfavourable comments and resolve any problems that may have been caused as a direct consequence of those remarks. In addition to this, it is critical to always provide exceptional service to one’s clients. To give exceptional service to guests, one must have the ability to anticipate and react to any emergencies or problems that may arise prior to, during, or after the stay of a guest. This is a requirement for providing outstanding service. In addition to providing exceptional service to customers while they are staying at the institution in question, this skill allows the proprietor to do the following. Because the condition of the premises has such a large influence on the whole of the experience that a client has, it is very necessary to keep the place in which one always does business tidy and well-kept (Kusluvan, 2010)


	
Element 3 - Communication 


	One of the most significant aspects that defines how well a hotel is operated is how effectively its employees can communicate with one another. This covers communication with consumers as well as communication amongst the various members of the team.

When thinking about how to communicate successfully with people, one of the most crucial initial actions that must be taken is to set clear norms and protocols for communication on both the internal and exterior levels. Creating a channel via which employees may convey their concerns or issues is a necessary step in this process (O’Connor, 2016). In addition to this, this entails the construction of a platform for consumers to make requisitions or offer feedback on products or services. It is of the utmost significance to ensure that staff members are competent in effective communication approaches and that they possess the essential tools and resources for them to communicate in an effective way. This is because it is of the greatest importance to ensure that staff members are competent in effective communication methods.


	
Element 4 - Staffing 


	The most precious asset that a company has is its staff. This is especially true for hotels. Not only does the amount of friendliness and professionalism shown by front-line personnel have a direct influence on the level of happiness experienced by individual customers, but it also has a direct bearing on the overall profitability of the organisation (Jones,2019). When it comes to filling open positions in a hotel, there are a variety of essential considerations that need to be given attention in advance.

To get started, it is very necessary to have a complete understanding of the roles and responsibilities that are linked with each individual member of the team. This includes not just employees working in front-line services such as receptionists and housekeepers, but also personnel working in back-office services such as accounting and revenue management staff (Career Addict n.d.). This category also includes persons working in front-line services such as receptionists and housekeepers. Second, it is of the utmost importance to guarantee that every member of the workforce has been provided with an adequate amount of training and is armed with the skills and knowledge necessary to carry out their responsibilities effectively. Finally, it is essential to consider the workforce numbers required to provide the kind of service that customers have come to expect. This not only involves the required number of staff members, but also the scheduling of those staff members to guarantee that there is always sufficient coverage. Because high turnover rates may be expensive and can have an influence on the quality of service that is offered to customers, it is vital to take into consideration aspects such as staff turnover and employee retention.
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