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Key Skills Required to Work on The Hotels Front Desk

[bookmark: _Int_RJg5MQtG]Arrival is the guests first physical encounter with the hotel. They come with preconceived ideas of the hotel of what it would be like, so it is the ‘moment of truth’ for the guests. There can be but one opportunity to make a first good impression. Uniformed services make the initial greetings, Reception staff processes the registration, bags and luggage's are tended to (Vallen, 2013) Therefore, hotel's front desk staff members, also referred to as guest services personnel, are in charge of ensuring that each visitor has a positive stay. Typical duties include checking in and checking out guests, taking reservations, and responding to any inquiries that guests may have (Doyle, 2020) These procedures might entail direct connection with customer service staff (in person or over the phone), as well as communication via technology like the company website (Johnston et al., 2021)  There  are many skills required to work in the front office desk. Some of the main skills required are:  
Professionalism – as a member of a profession one should be neat in appearance, polite, reliable, ethical and competent (Walker, 2017)
Depending on how the hotel is set up and the kind of customers it hosts, the front desk role at a hotel requires a variety of different skills. During my time working at the hotel, I have observed that they had to deal with many guests at the same time and this involves multitasking and organisation skills. They also need to be calm under pressure and come across friendly, as the guests keep coming in and getting busy. Front desk employee is required to have strong communication skills as they are required to talk to customers in person and over the phone all day, so it is important they speak clearly and maintain a positive tune. Their duties may include offering solutions to issues, talking about hotel costs, reserving a room, giving directions, and giving a thorough explanation of what the customer can expect during their visit. Hotel receptionists also use effective communication skills to discuss problems with others in the team, for example, giving feedback to the manager and discussing any areas of improvements (Indeed, 2023) Technical skills is another important skill that required for the front office personnel.  Working on hotels computer system is required to manage transaction between customers and the company. Employees are required to using latest technology for example, PMS for the function of the hotel. 
Teamwork – With strong teamwork skills employees can collaborate with other hotel employees. For example, in the hotel I worked I observed the front desk employee contacting housekeeping team to make sure the rooms are ready for the guests on arrival. Furthermore, when something went wrong in the guest room, the maintenance team required to be contacted for repairs.  
Problem Solving Skills - Every day, a hotel receives many visitors, and something always goes wrong, or the visitor may not be satisfied. Front desk employees require good problem-solving skills to make the customers stay a positive experience (Indeed, 2023) Furthermore, you will be the first person that guests bring their problems to if you work at the front desk. Minor issues like a request for restaurant recommendations could be one of these. They might be significant, like a visitor who requests a wheelchair accessibility in their scheduled room, but it is not provided. There might even be unexpected emergencies, like a visitor experiencing a medical emergency (Doyle, 2020) 
At the hotel I observed that a receptionist had to deal with a problematic guest. The guest was drunk, and her behaviour was getting erratic, so the receptionist had to manage the situation calmly thinking about the other guests in the hotel.  eventually, the manager came down and told the guest to leave politely but firmly.  
Adaptability – I have observed during my placement at the hotel that front desk employees are highly adaptable as they are required to help staff members in different departments. For instance, occasionally the receptionist was required to help food and beverage department and take orders for the guest when it got too busy. There was a celebrity concert performance near the hotel, and during that time it got very busy in the hotel. The housekeeping department was having difficulty keeping up with the increasing volume of room duty. Staff from the maintenance and food and beverage departments were brought in to assist the housekeeping team.  
 This experience has taught me that if I want to work in a hotel or manage a hotel, it is critical to teach staff members or myself to be able to carry out all activities in various areas and to have knowledge and awareness of adaptability.
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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?


	Good organisation and proper planning with the staff members. This will ensure everyone is in the same page and aware of what is happening. 

	[bookmark: _Int_akzmHXDE]Effective internal and external communication is very important for the running of the hotel. If something goes wrong in one department it will be easier to solve the problem between the staff members.  
	No plan is most effective as everything is unexpected
	Making sure the staff members are trained to carry out different duties and skills. This will ensure that the hotel is always staffed to carry out any duties.

	List out all the individual duties and responsibilities of the staff members of the hotel. This will ensure an effective and efficient service delivery.

	Making sure there is enough staff members to cover the duties in the different departments. Having full staff members will make it easier to run the hotel smoothly. 
	

	Always have a backup plan to cover the departments to ensure business runs smoothly

	Good customer service, maintaining cleanliness, well-lit lobby, focus on brand consistency standard. Check that the uniforms are correctly worn and staff members are ready for welcoming the guests. A standard can be anything from a strategy to make your job easier to a consistency standard for a brand (such as how promptly to answer the phone and the proper greetings to use when doing so). The first impression is important and must be maintained up to high standard. 



	Obtain as much information as possible from the manager to determine which jobs are pending and must be completed first. Ask the manager if anyone else in the hotel will be able to fill his duties while he is away.  
	
	By implementing action plan and following it will help the hotel to run smoothly in the future in any emergency situations.  

	Checking the stock. Making sure the bar and fridge section is stocked and replenished. It will be easier to serve customers straight away and fast when everything is stocked.

 

	Making sure there is enough information e.g, guest arrivals and their preferences, vulnerable guests, if wheelchair access is needed, allergy information etc.
	
	By getting training in management or leadership will be helpful to deal with the situation in the future as you will be better trained and prepared for the duty.

	Co-ordination among the various departments for e.g, housekeeping, maintenance, food and beverage etc. This inter departmental communication is crucial for the smooth functioning of the hotel.
	By making sure there is enough housekeeping staff members on duty to carry out the functioning of the hotel. The coordination of housekeeping with the front desk is crucial for the sale of rooms. Quick room service is necessary to placate waiting visitors and increase room revenue.
	
	Making sure there is another supporting manager to help with the duties and cover the shift if necessary. For example, assistant managers will help to cover the desk duties round the clock.




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)


	Hotel property management systems (PMS) manage all areas of hotel business operations, including the delivery of exceptional guest experiences. A hotel PMS was previously thought to be software that assisted a hotel or group of hotels in handling front-office tasks such as reservation booking, guest check-in/out, room assignment, managing room prices, and billing. A hotel PMS replaced time-consuming, paper-intensive methods. Hotel PMS technology has advanced significantly from the days of the front desk. For hoteliers to provide outstanding guest experiences, a hotel PMS has become an essential business operations system. (Oracle, 2023) It is important to consider essential factors while selecting a Property Management System. It should enhance guest experience, save time, enhance productivity and reduce friction in guest experience. Property management system can be used to hold solutions for issues such as early arrivals. They can be used to match with another PMS report with that of expected early departures, if necessary, the linen room would call in enough floor housekeepers for very early shifts to ready the rooms between early departures and early arrivals. (Vallen et al., 2018) The hospitality sector is looking for a fast, dependable computer system that they can use to quickly bill their clients. Large hotels are expected to have quick access to guest accounts due to the importance they place on customer satisfaction. Large hotels may complete transactions more quickly and offer their visitors a better service using PMS (Walker, 2017)  






	
Element 2 – Hotel reputation


	
The act of managing how the general public perceives a company or enterprise is known as reputation management. As online communication about businesses become more prevalent, this process has become increasingly important (Forsey, 2023)
The primary goals of hotel reputation management are to monitor and influence how your hotel is perceived online. Monitoring review websites, social media participation, optimising websites for search, and a variety of other tasks are all part of it. To put it another way, the hotel's internet reputation is critical to its whole company and can have a substantial impact on how it competes with its competitors. (16 et al., 2020)
There are many steps that can be taken to enhance the hotel's reputation. Some of the ways that many hotel brands use to optimise their reputation are by staying active on social media, engaging with the audience in real time and responding to all reviews. By staying active on social media, it is easier to monitor the hotels' reputation because the hotels can monitor what people are saying about their brand and respond if it is necessary. You can also make sure to have a crisis management plan in place if there is a severe issue to prevent harming the hotel's reputation. It's easy to respond to positive reviews, but it's just as important to respond to negative ones. Although it is natural for not everyone to be delighted with their experience, it is critical to respond to evaluations to create trust with both previous and potential guests. (Lacalle, 2022)







	
Element 3 - Communication 


	
There are different types of communication. For example, verbal, non-verbal, written communication, listening and visual communication. They are frequently used together and each one has a variety of uses that can be important. In addition to verbal communication, non-verbal cues like facial expressions, body language, hand gestures, and head nodding are employed often in a hotel operation. Many different things can be done with spoken communication. This includes speaking to someone one-on-one or in a group. Verbal communication can happen face-to-face, over the phone, via video conferencing, or by voicemail (Vain, 2023)  
In a hotel, communication is important part of daily operations. The front desk employees communicate face to face and over the phone to carry out their duties of meeting and greeting the customers, taking online booking and reservation, attending meetings and communicating with colleagues. All these duties require communication skills. Furthermore, successful communication is when the sender sends a message, and the receiver perceives it as exactly envisioned as the sender. You can disagree with the message even though you fully understand it. An employee receiving message in Spanish will find that information of little use (Walker, 2014)
 Overall, communication in a hotel is exchange of information between an employee and a customer or a manager and a professional client or between colleagues. This could be facial expressions, body language, verbal or written. Successful communication is when the actual message is understood between the sender and the receiver. 







	
Element 4 - Staffing 


	Hotel staff are effectively the hotel's face, and they are responsible for most interactions that guests have while staying at a hotel. Every employee contributes to the overall performance of a hotel. As a result, hotels understand that recruiting the right people and putting together the right team may make or break an operation (Campbell et al., 2021) 
There are many things to consider when hiring hotel staff.
Be clear what is required from the hotel staff - The first step in increasing the hotel employee team is to be as specific as possible about what is required and why. This entails walking around the hotel from one department to the next, analysing performance, identifying areas for improvement, and identifying which departments may require new employees. 
There are three main stages in the traditional hiring process (Revfine.com, 2023)
Recruitment- The recruitment process involves everything from writing job description and posting online listings, working with local career service to attending local job fairs.
The hiring- The hiring step includes everything from interviewing potential employees to onboarding them. This process comprises pre-hire procedures like applicant interviews, screenings, and background checks, as well as making an offer, having it accepted, and efficiently onboarding a new employee.
Employee retention – Employee retention rates are heavily influenced by employee satisfaction, trust in management, and how valuable employees feel. Employee retention is a struggle consistently faced by hotels. Managers, on the other hand, can enhance employee retention rates and keep strong employees for longer periods of time by building a work atmosphere that appreciates employees and working hard to ensure that every member of the team feels supported. (Campbell et al., 2021)
In the structure of the hotel industry, they include:
· General manager
· Executive assistant manager
· Manager of Information Technology
· Director of Marketing
· Legal Counsel
· Food and Beverage Manager
· Executive Chef
· Restaurant Manager
· Catering Manager
· Executive Housekeeper
· Laundry/Valet Manager
· Security Manager
· Guest Service agents 
· Cashiers
· Concierge
(Vallen et al., 2018)
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