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Key skills required to work as front desk employee in hotel
Individuals have to acquire efficiency in different hard and soft skills that are essential for successful completion of various activities within the hospitality industry. Front desk officers in a hotel have to perform various duties with proper efficiency that may help to manage and control various activities accomplished within the hotel on a regular basis. Hotel front desks perform various duties such as making registration of guests, managing reservation of guests within the hotel and providing information to customers regarding booking and other available facilities. For achieving success as front desk officer in a hotel individuals must obtain several skills that may help individuals to complete their task with proper responsibility. The person working the front desk is in charge of welcoming guests in and allocating them a room. The front desk staff is also responsible for ordering hotel employees to clean rented rooms. Also, they help with the management of additional documents and the management of the firm’s logistics. Therefore I have to obtain several skills for being a successful front office employee in the hospitality industry that are explained below:
Communication skills: Communication skills are most important for a front office job therefore I must have to acquire effective communication skills for being a successful front office executive in any hotel. Communication skills are required for ensuring effective interaction with employees, management and customers that may help to understand their issues and queries and also consult with them while taking any decision regarding frontline activities of the hotel (Yusoff et al., 2022). By gaining efficiency in communication skill I will be able to provide information to people involved with the management that may help them to complete their task more efficiently. Furthermore, communication also helps to provide valuable information to customers regarding booking, offers, and facilities and so on. As a front desk employee I should communicate with customers with proper clarity that may help to deal with multiple issues of customers. 
Customer service: Hospitality industry is a customer oriented sector that depends on requirements and expectations of customers and the front desk department plays the most important role for interacting with customers. Therefore for being a front desk employee I must have to gain expertise in several customer service skills that may help to provide appropriate services to individual customers based on their individual requirements. In order to maintain visitor and customer satisfaction, I must acquire excellent interpersonal skills. Customer service abilities include being polite and pleasant, working with accuracy and effectiveness, resolving conflicts, with many other requirements to deliver pleasant and satisfying customer experience in hotels. It is most important to behave with customers in a presentable manner that may help to create a positive impact in the mind of customers regarding the service facility and commitment of the hotel (Teng, 2019). Efficient customer service skills may help me to influence customers by efficiently reposing to their queries so they will feel interested to visit the hotel. 
Problem solving skills: Efficient problem solving skill is also required for being a successful Front office employee in the hospitality industry. With efficient problem solving skills I will be able to deal with issues of customers and provide appropriate solutions to their problems. Providing instant solutions to customer’s problems may help to increase satisfaction of customers that will help to create strong brand identity amid a wide range of competitors (Kalra et al., 2020). I must obtain effective problem solving skills that may help to solve various issues of customers effectively and conveniently and also give proper response to customer complaints with proper clarity that may ensure transparency of the management. I will be able to identify the problems guests are having, create a plan to solve them, and then follow up with them to ensure their satisfaction if I have effective problem-solving abilities.
Computer Expertise: As in recent times most of paperwork is done with digital media and software therefore front desk workers must be familiar with computer expertise to manage and supervise various activities such checking in and out of guests, billing, booking reservation, cancellation of bookings and so on. The capacity to operate software, hardware, and technical programmes is a part of computer literacy or expertise (Alrawadieh et al., 2021). With obtaining computer literacy I will be able to complete my tasks efficiently and accurately and maintain interconnection between activities of various departments that are required for providing information to customers. 
Flexibility: Being flexible is a competence that will allow me to modify my behaviour and attitude in accordance to changing expectations and needs. I will require flexibility skills to respond to shifts in organisation schedules, procedures, and other issues as a front desk worker in a hotel. The hotel industry is open twenty-four hours a day. For this reason, there should always be someone on duty at the front desk to assist customers during the arrival and departure of them from the hotel. As recent time’s customer’s demand and expectation is constantly changing therefore front desk workers must be flexible to understand different needs of customers and provide them proper response thus they will feel interested in staying in the hotel (Anning-Dorson and Nyamekye, 2020). In hotels, customers come from different religions, languages, and social classes therefore as a front desk employee, I must have the ability to speak in multiple languages and communicate with them patiently to create a good reputation of the hotel in the mind of customers. 
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Component Two:

	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 should make warm and pleasant greetings to customers
	I should welcome a guest with pleasant greetings and make best effort to provide response to every single queries of the guest and also try to provide solutions to various problems or complexities 
	I have implemented a strategy that ensures completion of various tasks on proper time that may help to create positive impact on the mind of customers. 
	I should make sure that various departments in the hotel work collaboratively to provide quick and effective services to customers. 

	I should ensure to instant solution to customer queries
	I will listen to problems and queries of guests patiently and provide them proper solutions to their issues thus they will feel satisfied. 
	I should constantly check the consumer desk over a few times to check complaints of customers that may help to provide quick solutions to problems of guests. This strategy is currently being adopted in hotels to provide exclusive service to customers (Dalgic et al., 2020). 
	I should ask every guest about their experiences regarding the service quality of the hotel that may help to understand any problems of customers. 

	Maintain proper cleaning and hygiene 
	I must assure that employees engaged in housekeeping must clean every room regularly as it is required for ensuring health safety of guests and employees engaged with cooking should also maintain proper hygiene while making foods (Chan et al., 2021). 
	I ordered workers to sanitise every room that may help to avoid infections and germs and also I have implemented automated technology that ensures touchless food processing. It will increase the concern of the hotel regarding health safety of guests (Choi et al., 2020). 
	I should ensure that every guest will enter the hotel after sanitisation that may help to avoid infections. 

	Value expectations of customers
	I should communicate delicately with customers that may help to understand expectations of individual customers in accordance with their budget, which will help to provide them with suitable offerings for satisfying their needs (Ali et al., 2021). 
	I used to make surveys among customers regarding what major qualities and standards they are expecting from the hotel while assigning those rooms that may help to understand individual expectations of customers. Therefore I can make initiatives to deliver services based on expectation of individual customers for providing them with an exclusive satisfactory experience. 
	I can hire a customer service executive who will be able to understand and handle issues of customers that may help to reduce the number of dissatisfied customers and enhance the reputation of the hotel throughout the industry. 

	I should assure to complete each and every paperwork and payment process need to be done with proper verification
	I will handle processing payments made with cash, checks, and credit cards. Employees at the front desk should properly process payments and deal with any problems.
	I have implemented touch less payment that may help to save time of guests and also ensure their health safety (Sari et al., 2019).  
	I should take contact information of individual guests that may help to avoid any further issues regarding the payment process in any emergency situation. 



Component Three:
	
Element 1 – Property Management Systems (PMS)


	The PMS, or property management system, is a software application that automates hotel reservations and management. The front desk, appointments, channels, housekeeping, rates, and occupancy, along with payment processing, are the most crucial responsibilities of the software. The software has supported hotels in removing labour-intensive and time-consuming paper-based processes (Abukhalifeh and Pratt, 2022). With hotel PMS systems, hoteliers can control and manage their operations while providing their guests the pleasures they expect. Several benefits can be obtained with using a hotel PMS, particularly for front desk operations. At hotels, PMS streamlines the check-in and check-out procedures. Hotels use a mobile integrated cloud based PMS to deliver services whenever and wherever customers require them. 
The front desk staff now can work remotely from any location with an internet connection due to the software that helps them to accept reservations, assign rooms, enable customer amenities, and check out customers. As a result of a cloud-based PMS, hotels can reduce initial hardware and software expenses (Bardi, 2021). By expanding from outside their existing restrictions, hotels will reduce technical cost and complexity. With a cloud-based PMS, hotels may develop new outlets more quickly (Dyshkantiuk et al., 2020). Every latest version increases the number of features, enhancing the ability to deliver best customer service, improving operational effectiveness, and improved labour output. But as the hotel PMS software has evolved, additional integrations now deliver benefits that go far beyond the front office. 
The hotel PMS has evolved into a crucial organisational system for providing hotels with a seamless and smooth customer service experience. The hotel PMS currently communicates with multiple on-site services that have a significant impact on the overall experience of the visitor, including simple navigation, mobility, sales and event management, selling points for food and beverage, and more.

	
Element 2 – Hotel reputation


	Hotel reputation management is the process of impacting and tracking how the hotel can be seen worldwide. Maintaining track of review websites, optimising hotel websites for search, engaging in social media campaigns, and many other initiatives go into maintaining the reputation of a hotel (Pollák et al., 2019). The effectiveness of digital presence of a hotel is crucial for the success of the entire company, and maintaining it up can significantly affect how effectively it interacts with its competitors. Social media may be utilised to establish a connection and interact with participants and event planners. By fostering genuine engagement and communication, building brand loyalty may help to drive repeat customers and reservations (Lai, 2019). In order to boost guest satisfaction and promote the reputation of a hotel, the front desk of the hotel plays the most crucial role. 
During the course of the hotel's guest life cycle, the front office team connects and communicates with guests and customers the most. If visitors have any concerns while doing their inquiry, they can get in touch with the front desk. They can communicate with the front desk when they are ready to make a reservation. The front desk staff may illustrate both their efficiency and kindness throughout these conversations, trying to make sure that guests are pleased with their choice of staying even before they arrive. If guests will get exclusive service and instant response from the front desk of a hotel that may satisfy the needs and expectations of customers, they will recommend the hotel to others and they will also choose these for their stay in future. 

	
Element 3 - Communication 


	Effective communication is the base of success of any hotel as it helps to retain potential customers that may enhance revenue and profitability of the hotel. The reputation of a hotel is mainly based on service quality and interaction with customers. With better interaction with customers the management will be able to understand the actual need and expectations of individual customers and also provide solutions to their problems (Krizanova et al., 2019.). The front desk employees must communicate both internally and externally in a positive and supportive way. In order to conduct business successfully yet share information in effective ways, front desk workers are responsible for coordinating with all other hotel departments as well as other sections of those departments. Task completion is improved by communication between the front desk and other operational departments. 
The front desk employees interact with one another to provide the most excellent guest services possible, including making reservations for accommodation, managing customer accounts, registering arrivals, handling guest mail, and providing personalised customer support. In order to handle payments or dues both from guests and non-guests, impose price reductions, and validate coupons, the front desk staff regularly interacts with their co-workers in the back office bookkeeping (Gil-Soto et al., 2019). The front desk department of a hotel must communicate with guests in a polite and ethical manner that may help to create a good impression about the hotel in the mind of customers that may lead to repeat visits in the hotel (Islam and Kirillova, 2020). As the front desk workers directly communicate with customers thus they must listen to customer’s problems patiently and give their best effort to provide instant solutions to their problems. It is also important that the front desk department should maintain proper clarity while interacting with customers that may help to avoid further misunderstanding and customers can freely explain their problems. Maintaining effective communication may help to create strong identity throughout the industry and it will also lead to further recommendation by potential customers. 


	
Element 4 - Staffing 


	
Staffing is the process of finding, choosing, evaluating among a wider range of eligible candidates to select potential candidates within various departments of a hotel for building an efficient and qualified workforce (Nikolskaya et al., 2022). Building a strong workforce is essential for smooth running of various activities of a hotel and delivering warm greetings and services to customers on a constant basis. The main purpose of staffing is to identify qualified candidates for the various positions within the hospitality sector. Staffing plays a crucial role in finding the right workforce required for carrying out a hotel’s regular commercial operations (Nikolskaya et al., 2022). 
The hotel management may make sure that the front desk workforce is working efficiently and that there are sufficient employees on hand in the hotel in order to deliver outstanding service to the guests. The hiring process for hotel employees requires a number of talents that are important to the hospitality sector, including communication, interpersonal, problem-solving, active listening, and computer expertise. It is essential that the management authority should give responsibility of any specific task to the eligible candidates thus the worker can complete the task efficiently and conveniently. 
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