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This essay will present the key skills that staff members facing the guests have to have, especially the front desk workers in Hospitality. Wahayanti et al.( 2018) says that based on a research done in Indonesia on a medium size city there are three skills that they are vital: Listening, spoken interaction and spoken production skill and the results shows that the most important is listening and spoken skills when members of the staff are interacting with the guests. Some key skills when facing guests in Hospitality according to Tesone (2010) are the experience from knowledge, self – awareness, problem solving and reflection .The author mentions that skills can be obtain by reading and transforming the recent knowledge into actual skills through practice and that without proper training members of staff are unlikely to be successful .Innovation, like front desk technology will affect systems, output and guest experiences and will influence hiring and training as well and employee training and use of this technology is mandatory. Front desk works will be more effective and offer more personalised experiences according to Shin, Perdue and Kang (2019) understanding that adopting and embracing innovation in front desk technology is still a concern in the hospitality, especially in the hotels .The front desk staff and guests can use mobile translating application to assist spoken communication when needed facilitating communication. Listening the guests concerns and give pertinent resolutions can and will improve the perceived experience. Personal interaction plays a big role in the experience that the guests have and can influence their behaviour before and after purchasing services according to I-hsuan (et al., 2019).In hospitality the relationships between guest and front desk workers is the first interaction and connection that guest has with the hotel and usually where the first impression is formed so it is very important that the front desk staff members are briefed on the latest information so they can provide accurate information to the guest and they are trained to provide high quality service . Employee engagement, training in customer service and motivating the front desk members impact the quality of the service that the guest receives and was pointed out by Human Resources management International Digest (2019).Another important key skills required for front desk  is mentioned by Hcareers(2021) ,is  written and verbal communication skills, empathy and the ability to be proactive, multitasking and prioritizing, able to work a flexible schedule, having a professional appearance, to be able to speak multiple languages, to have the ability to stay calm and composed under pressure, to be a computer literate , to be well organised and very detail orientated , to be hands on and problem solving , to have the ability to stand for long hours and to have very strong interpersonal skills and to have the ability to carry luggage , this applies mostly for front desk porters that will have to help the guest with their luggage  .  Small gestures like offering to fill a bottle of water, booking a taxi for the guest, a Happy Birthday card , chocolate, upgrading a room on festive occasions all of this goes long way and make a long lasting impression on the guests. Park and Kim,(2021)conducted a study in order to understand the role of the emotional intelligence and exhaustion and job satisfaction and found out that using emotions for constructive activities will increase job satisfaction and recognising and accepting the emotion of others as necessary and inevitable . Front desk employees are expected to provide customer service at any hour and to meet a 24-hor non-stop service .They will display higher engagement and job satisfaction working their preferred schedule according to Ingram, Murphy&Winland (2022) and that the shift work can raise hotel employee’s job satisfaction and helps with work engagement as well, all this reflecting on their behaviour and interaction with the guests. Dedication, one of the critical key skill needed when working on hospitality, especially in a hotel front desk was looked at as a state of mind ,identifying the front desk workers as engaged and very energetic while on that state of mind positively impacting the guests .According to the research that  Brown (2008) did, found out that the front desk personnel have a huge impact on the quality of the hotel showing the importance of front desk workers through the Hospitality  Industry showing the importance on having trained, motivated and empathic workers in hotels front desks and why having the right people can contribute on bringing new customers and keeping the existing guests.
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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?


	I will inform the duty manager about my manager being sick and not able to attend work 
	I will make sure all the desks are operated 
	Correct and helpful information to provide for the guests will help them have a great experience
	Write or review a Standard operation procedure in case of sickness or absences 

	I will make sure I will have the latest updates with what is going on in the hotel


	Providing easy check in and check out 
	Having a smooth check in experience at the beginning can give the start of how their experience will be for the rest of the visit
	All off front desk staff to be trained to cover basis in case of emergencies 

	
I will have a small briefing with the colleagues before starting the shift 


	Guiding and helping the guests booking any facilities
	Offering different choices on how to spend time, recommend popular attraction in the resort or near will show how professional and informed we are 
	The possibility to have other people in different departments trained to cover front desk if needed.

	Small  training session about delivering excellent service to the guests 

	Greeting guest with a warm welcome
	Giving the guest a warm greeting will make a great lasting impression 
	Re-fresher training sessions 

	
Motivating the team

	Give the guest some small rewards, candy, chocolate, flowers
	Being nice  and welcoming will make their experience 
	Setting new goals for the team



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)


	
 Property management systems (PMS) is used through all the businesses but especially in Hospitality, hotels. In order to manage their day to day hotel operation activities such as housekeeping, reports, monitoring revenue, billing and invoicing, front desk, leisure, reservation and guest services. The companies that are making all the property systems are expanding and raising their prices according to Hughes (2010). Those apps systems that brings revenue, increase productivity, enhance operating efficiency and monitoring occupancy rate, check in and check out but this means you are dependent of one vendor instead of having multiple options and if a technical issues happens the business is not covered. Property management systems are selected by the features and if it has the capability to incorporate the existing business activities and monitor them under the same system or adding it as a second in order to complete the existing one. Another very important reason to implement property management systems in a business, especially in a hotel is security. A very important factor when they are selected is the available budget even though some companies they are willing to pay good money to keep the sensitive data safe. The new system can bring benefits for guests and the business owner like magnetic keys. Hotels also they want customised properties management systems to suit their need as soon as they are introduced instead of buying as it was developed according to Baumann (2005). The rapid evolution of the software industry makes it easy now to have one app for multiple properties or multiple apps but divided to share the load, like one for security, one for billing and invoicing.




	
Element 2 – Hotel reputation


	

 In the Hospitality Hotel reputation management it is very important for any business and can be achieved by monitoring, keeping track of review sites, replying to reviews, enhancing your website to be easy to access by everyone, promoting offers and unique packages and being active on social media and prompting consumers to review their experiences to see how your hotel is perceived, all this will bring more guests and maintain the loyal ones according to O’Conner and Assaker (2022). Brand performance, awareness and brand attitude towards guest and environment builds hotel reputation and by building the hotel reputation is a way of obtaining more revenue by earning the trust of new consumers. Creating rewards programs for returning guests it is also a way to make appealing a future stay to the past guests. Using influencers from social media or famous actors or singers could help boost the hotel reputation. Foroudi(2019) says that a positive perception of the hotel can be done by hiring a Public Relation team to remove or manage negative articles that were posted online being constant proactive and very good at communicating interacting with the possible consumers and expanding the targeted area. Every hotel reputation depends of location, customer service, marketing and the facilities and food and beverage .In order to maintain the hotel brand reputation the hotel needs to offer value and quality, to be trustworthy and to be friendly to the environment. It is almost impossible to manually and accurate analyse data so investing in software to do it will help the hotel. 








	
Element 3 - Communication 


	

·  According to Thompson (pp21, 2018) communication is a vital part of life and humanity and we are sending messages directly or indirectly every single day  so it is very important that the communication has to be correct, clear and in a timely manner sent or received ,especially for any successful hotel or any business. It will be a link between the hotel and media in order to promote the hotel on a regular basis, for special events they have and any promotions. It will be used as well as an interpersonal communication either face to face or written, between managers and the team members, individually or in groups according to Inc. (2014) one of the very important skill to have is being able to listen, to talk, to be able to understand how to communicate through email, social media and on the phone with the possible guests in order to pass the correct information and with the best attitude.  Hotel Communication is also used as an effective way to pass the message from the management to the employees so all the information that will be shared is received and understood. In order to share important and essential information, to share opinions so all the departments know all the important data. In every workplace communication skills are required so training is playing an important role of how to improve written skills used for long distance interactions like emails, online posts and verbal and nonverbal skills used for face to face interactions like meetings (Heck, 2012).




	
Element 4 - Staffing 


	
Tactical employment is a human resource approach designed to certify an organization has the workforce it needs to meet both present and upcoming business goals.  In every business hiring people is a lengthy and difficult process because they have to select their future employees based on their skills to match the job requirements for different job roles according to O’Meara and Petzall (2013). Staff cleans the bedrooms, check in/out the guests replenish all the amenities, and clean all other areas of a hotel to give the guests a clean environment.  There are different types of staff: full time, temporary, seasonal, direct hire and so forth. Before offering the employment, the recruitment team will have to attract potential candidates and asses them according to Hunt (2007). Strategic staffing means the hotel has to have the right number of full /part time and casual employees for the hotel to run efficiently. It also means that as part of staffing the business needs to pay attention to the quantity as well as the quality of the people who will be employed by the company so that is why is a lengthy process for planning, recruitment , screening, interviewing  ,selection  and retention of staff. In order to be a part of the team   candidates have to have few qualities and skills necessary in hospitality: very good at communication, flexible, very good at problem solving.
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