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The hotel front desk is the focal point of guest services in a hotel, and it is critical for staff working in this area to have a variety of key skills to ensure that operations run smoothly and efficiently. During my research on the key skills required to work at a hotel front desk, I discovered that there are several essential competencies that must be met in order to be successful in this role. According to Bardi (2010), hotel front desk staff must have excellent communication skills in order to effectively interact with guests, other employees, and management. Aside from communication skills, organisational and time management abilities are required for managing multiple tasks at once and providing efficient service to guests.
According to Tesone (2015), one of the most important skills is communication, which includes the ability to actively listen, speak clearly, and effectively convey information. Furthermore, interpersonal skills are essential because front desk staff must interact with guests in a friendly and professional manner (Tewan, 2009). Solomon (2018) emphasises the importance of problem-solving abilities, stating that front desk staff must be able to handle and resolve guest complaints and issues. In addition to these soft skills, working at the front desk necessitates technical abilities. Computer proficiency is identified as a key skill by Bardi (2010), as most front desk operations require the use of software for check-in and check-out procedures, room assignment, and billing. Front desk staff must accurately input and verify guest information and reservations, so attention to detail is essential (Corgel, Sturman, & Verma, 2011).
In addition, in order to be successful in the fast-paced and ever-changing environment of the hotel front desk, one must be able to effectively manage their time (Wood, 2013). In addition to managing reservations, processing payments, and attending to guest requirements, front desk employees are expected to be able to multitask and set priorities for their work (Hammer, 2016). In addition, it is necessary to pay careful attention to the details in order to guarantee that all of the information regarding the guests and their reservations is accurate. Furthermore, it is essential to be able to keep a positive attitude and act professionally at all times. According to Tewan, an employee working the front desk should be able to demonstrate patience, empathy, and respect for guests while also creating a welcoming environment and providing exceptional service (2009).
In addition to this, one of the most valuable skills is the capacity to maintain composure in high-pressure situations and think quickly on one's feet. According to Corgel et al. (2011), front desk staff must be able to think quickly and respond appropriately in high-pressure situations, such as dealing with irate guests or emergency situations. Other examples of such situations include being able to handle difficult customers or situations.
As a hospitality management student, I believe that developing these skills is critical for my future career in the industry. I realised the importance of communication skills during my work experience at a hotel, where I had to interact with guests from various backgrounds. I also learned how important it is to pay attention to detail in order to ensure that guest information is accurately recorded and that the check-in and check-out processes run smoothly. In addition, because I had to handle multiple tasks at the same time, I learned the value of time management. As my career progresses, I intend to use the theoretical knowledge I've gained to improve my skills at the hotel front desk. I believe that by implementing effective time management and organisational skills, I will be able to increase my efficiency and ensure that all guest requests and administrative duties are handled on time. I also intend to practise remaining calm in high-pressure situations, which will assist me in maintaining professionalism and providing exceptional service to guests.
To summarise, the key skills required to work at a hotel front desk include communication, interpersonal skills, problem-solving, computer proficiency, attention to detail, time management, and multitasking. Because the hospitality industry is dynamic, ever-changing, and customer-focused, mastering these skills is essential for success at the front desk. I can better understand the broader context of the industry and use this knowledge to improve my performance on the front desk by applying theoretical knowledge gained in the classroom, such as learning about different management styles and marketing strategies.
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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 the front desk associate, I will prioritise my tasks in order to complete all critical tasks on time. This will be accomplished by creating a to-do list at the start of the shift and updating it as new tasks arise throughout the day. I'll also make an effort to plan my time efficiently, allowing for multitasking, so that I don't waste time switching from one task to another.
	By following a plan that focuses on communication, prioritisation, time management, multitasking, customer service, attention to detail, and problem-solving, operations will run smoothly throughout my shift. The most important aspect of the hotel industry is providing excellent customer service. I will provide excellent customer service by addressing guest concerns and meeting all of their needs. This includes greeting guests with a warm and friendly smile, being attentive to their needs, answering all of their questions, and seeking assistance from other members of the staff as needed.

	My plan is the most effective because it addresses the most important issues in the situation, such as guest satisfaction, operational efficiency, and communication. By concentrating on these areas, I can ensure that the hotel is well-represented to guests, that operations run smoothly throughout my shift, and that any problems are resolved in a timely and professional manner.

	To ensure a quick resolution in the event that my manager calls in sick, I will implement the following contingency plan:
 
Cross-training: I will suggest to my manager that all staff be cross-trained in essential tasks such as check-ins and check-outs, payment processing, and dealing with guest complaints. This ensures that if an unexpected absence occurs, the remaining staff can cover the essential tasks.

	Excellent customer service is critical for ensuring that the hotel is well represented to guests. As a result, I will provide exceptional customer service to all guests, promptly addressing any concerns or needs they may have. I will pay close attention to all details, ensuring that none of my tasks contain errors or mistakes.
	Time management is essential for completing all tasks on time. I will plan my time wisely, making sure that I don't spend too much time on one task and not enough time on another. Attention to detail is essential for completing all tasks correctly. I will pay close attention to every detail, making certain that there are no errors or mistakes.
Problem-solving abilities are required to deal with any unexpected issues that may arise during the shift. I will use my problem-solving abilities to resolve any issues that may arise quickly and efficiently.
	Furthermore, my strategy recognises the significance of effective communication and teamwork. By staying in constant communication with other departments and team members, I am able to quickly address any issues that may arise and keep the hotel running smoothly. Furthermore, by delegating decision-making authority to my colleagues and providing them with the necessary information and resources, they are able to work independently and proactively.

	Staffing Coverage: I will also recommend that we increase our staffing coverage to ensure that there are enough employees to cover unexpected absences. This will reduce the workload on the remaining employees and prevent any operational lapses.

	I will communicate with all staff members on a regular basis to ensure that everyone is aware of their responsibilities as well as any updates or changes that may occur during the shift. This will aid in the smooth and efficient operation.

	Communication is critical to ensuring that all staff members understand their roles and are aware of any updates or changes that may occur during the shift. Regular communication with all employees will aid in the smooth and efficient operation.
	Overall, my plan is effective because it addresses all of the situation's major concerns while also encouraging effective communication and teamwork. Following this plan allows me to ensure that the hotel is well-represented to guests, that operations run smoothly, and that any issues are quickly resolved, all while promoting a positive and collaborative work environment.
	Succession Planning: I propose that the hotel create a succession plan outlining each staff member's roles and responsibilities, as well as identifying backup staff for each role. This ensures that if a staff member is absent, a designated backup person is available to quickly step in and cover the responsibilities.

	If any unexpected problems arise during the shift, I will use my problem-solving skills to resolve them quickly and efficiently. This will entail thinking critically and making decisions based on the information available.

	Prioritization of tasks is critical to completing all critical tasks on time. I will prioritise tasks based on their importance, completing the most pressing tasks first.
	
	Communication: I will ensure that the hotel has an effective communication plan in place, such as a phone tree or a messaging system, to notify all staff members of unexpected absences or schedule changes.

	


	Multitasking is essential for completing all critical tasks on time. I will handle multiple tasks concurrently to avoid wasting time switching from one task to another.
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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)


	Technology has become a critical factor in running hotel operations smoothly and efficiently in today's highly competitive and ever-changing hotel industry. The use of Property Management Systems (PMS), which are computer programmes that assist hotel employees in managing and organising various hotel functions, is one of the critical components in accomplishing this. According to Tesone (2015), a property management system (PMS) provides a platform for centralising and integrating hotel operations, allowing for increased efficiency and better decision-making.
According to Chathoth and Olsen (2015), a property management system (PMS) consists of both hardware and software and allows hotels to manage all aspects of their operations, such as room reservations, guest check-in and check-out, billing, room allocation, and inventory management. An effective PMS can help improve operational efficiency, reduce errors, and streamline processes, resulting in a higher quality of guest experience. The ability of a PMS to automate tasks and increase productivity allows hotel staff to focus on providing excellent service to guests. As a result, having a well-designed PMS in place is critical to ensuring efficient hotel operations.





	
Element 2 – Hotel reputation


	Another important factor to consider in hotel operations is hotel reputation. Customers are more likely to choose a hotel with a good reputation. According to Hammer (2016), "a good reputation can be a significant driver of business, with positive reviews and word of mouth advertising being critical to a hotel's success." As a result, it is critical to manage a hotel's reputation to ensure that it is positive and that guests are satisfied with their stay.
To effectively manage hotel reputation, hotel managers must first understand the factors that influence it. According to Corgel, Sturman, and Verma (2011), factors such as cleanliness, guest services, location, and price all contribute to a hotel's reputation. A hotel can maintain a good reputation if it can provide guests with a clean and comfortable room, excellent customer service, an appealing location, and reasonable pricing.
Online reputation management is also critical for hotel operations in the digital age. Online review sites such as TripAdvisor and Yelp have a significant impact on a hotel's reputation. According to Fallon and Rutherford (2010), "online reviews are highly influential and can significantly impact a hotel's reputation." As a result, it is critical to monitor and respond to online reviews in order to effectively manage a hotel's reputation. Additionally, proactive measures such as offering incentives for guests to leave positive reviews can help to improve a hotel's reputation.






	
Element 3 - Communication 


	Communication is essential in the hotel industry, as it involves a wide range of stakeholders, including employees, guests, and management. Transmitting and receiving accurate information from one party to another is required for effective communication (Tesone, 2015). Effective communication within a hotel is vital for delivering high-quality service to guests, improving employee morale, and promoting a positive work environment. The primary goal of communication is to ensure that all employees are on the same page and understand their roles and responsibilities within the hotel operation.
Face-to-face communication, email, phone, and text messaging are all examples of effective communication methods (Tewan, 2009). Regular meetings between management and employees can aid in the identification of communication issues as well as ensuring that all employees are aware of any updates, changes, or developments that may affect their job roles (Tewan, 2009). Furthermore, having an open-door communication policy can help to create a supportive work environment in which employees feel heard and valued.
Communication is critical in the hotel industry and cannot be overstated. Effective communication can result in higher levels of job satisfaction and employee retention, as well as higher levels of guest satisfaction and repeat business (Solomon, 2018). (Corgel et al., 2011). In contrast, poor communication can lead to misunderstandings, dissatisfaction, and conflicts, which can result in negative online reviews and harm the hotel's reputation (Vallen & Vallen, 2012).
Clear communication is particularly important in ensuring a seamless guest experience, which is critical for positive reviews and repeat business. Clear communication between staff and guests can assist in addressing any issues or concerns as soon as possible, resulting in timely and effective resolution (Hammer, 2016). Effective communication can also assist in managing guests' expectations, providing necessary information, and providing personalised service, all of which can contribute to a memorable guest experience (Johnston et al., 2012).
To summarise, effective communication is a critical component of hotel operations, influencing all aspects of the industry, from employee retention to guest satisfaction. Regular meetings, open-door policies, and clear and consistent messaging can all help to improve communication. A hotel with a strong reputation for effective communication is better positioned to meet business goals, retain employees, and provide a high-quality guest experience.





	
Element 4 - Staffing 


	
	
Staffing is the fourth essential component of hotel operations, and it refers to the process of recruiting, hiring, training, and managing hotel employees. Staffing is critical in the hotel industry because a hotel's ability to provide high-quality service is heavily dependent on its employees. Hotels must have effective staffing strategies in place to identify and hire the best people for the job, provide them with the necessary training and resources, and manage them in a way that promotes employee engagement and job satisfaction in order to create a high-performing workforce.
According to Bardi (2010), the most successful hotel companies place a high value on their employees and regard them as their most valuable asset. Effective staffing is critical in the hotel industry because hotels require a variety of employees, such as housekeeping staff, front desk staff, and management staff, among others, to operate smoothly and efficiently. The hotel's success is determined by its employees, and its overall performance and reputation are dependent on their efforts.
Another critical aspect of staffing is addressing the issue of employee turnover. According to Tewan (2009), the hotel industry has historically had high levels of employee turnover, which can result in lower productivity, higher costs, and lower levels of service quality. Hotels must create and maintain a work environment that promotes job satisfaction, and they must invest in training and development to provide opportunities for growth and advancement to their employees.
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