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Key skills that are needed to work at the front desk at hotels
The hotel front desk job is considered the initial interaction between guests and the hotel. Based on the attitude and gestures of the hotel front desk managers and officers; the first impression of the hotel environment is represented before the guests (Sisson, and Adams, 2013). In that case, hospitality organizations like Travelodge hotel highly prioritize the selection and recruitment of hotel front desk officers. Travelodge hotel is recognized as one of the largest independent hotel chains in the UK and it consists of over 570 hotels. As a front desk manager in the Travelodge hotel, it has the responsibility to look around different services such as making a reservation for the guests, managing reception activities, guest services, accounts information, and feedback handling. It also included interacting with various sections of the hotels to assuring the efficiency and effectiveness of the hotel services (Dix, and Baird, 2006). The reputation and brand value of a hotel aredependent on customer satisfaction and managing customers’ needs along with their problems is the prime job of the front desk officers. From the reservation of the room to the check-out period, front desk officers are the representatives of hospitality organizations such as Travelodge hotel.
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Figure 1 Functions of front office manager (Chalupa, and Chadt, 2021).
As a front desk manager in the Travelodge hotel, it requires some major skills to the regular job on the front desk of the hotel. These skills are explained in the following 




Communication skill: Effective communication skill of a front desk officer is essential in terms of interacting with guests, colleagues, and the management team of the hotel. As representative officers in the hotel, they must be capable of communicating in different ways such as verbal, para-verbal, and written (Chalupa,and Chadt, 2021). As per the verbal method, the front desk officer should be aware of choosing the right word that matches the context with the guests. For example, preferring standard word and language form rather than local language in terms of avoiding the cultural gap. On the other hand, the para-verbal method indicates the way of speaking and it prioritizes the use of easy and popular words over complex sentences for better understanding. The written method of communication is considered the concrete way of recording and understanding the agreements(Sriyam, 2010). It ensures clarity, transparency, and detailed information about the agreements between guests and hotels; for example, how many days guests are going to stay, pricing, and other facilities.
Time management skill: A front desk officer is responsible for managing the time of the various tasks and duties. In that case, the 4Ds framework by the Eisenhower matrix is considered the suitable method for improving and developing time management skills (Dubey, 2009). Based on the importance and urgency, it has been categorized into 4 different activities such as do, decide, delegate, and delete. A front desk officer in the Travelodge hotel, when guests have made any complaints or feedback on an urgent basis, then the front desk officer must do it now rather than keeping it for later. If the tasks are important but not urgent to accomplish, then they have the scope to decide on a suitable schedule for doing it (Baum, and Devine, 2007). On the contrary, if available tasks are urgent but not important; for example arranging candlelight dinner for the guests, then the front desk officer must delegate the task to other sections. Lastly, a front desk officer needs to identify the importance and urgency of the task because if tasks are not found such important and urgent, then they should be deleted from the task list towards saving time.
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Figure 2 EISENHOWER 4Ds Matrix (Ahmad, and Scott, 2014)




Multi-tasking skill: In Travelodge hotel, management always focuses on hiring employees with multi-tasking skills for the position of front desk officers. They must be capable of managing different tasks like managing E-mails, attending phone calls, making a reservation with the guests, handling complaints and feedback fromthe guests as well as complying with the rules & regulations of the management. Multi-tasking capability requires an attentive mind, positive gestures to everyone, openness to discussion, and discipline (Ahmad, and Scott, 2014).
Technical skill: In the hospitality industry, it has now focused on developing technical skills to cope with the digital market environment. It contributes to boostingboth individual and organizational performance by enabling MS office management, internet management, intranet operations, and social media interaction. Front desk officers must learn and practice those technical skills in terms of enhancing the level of efficiency and effectiveness (Shin, Perdue, and Kang, 2019).
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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?


	
Reservation check

		
I will prepare a list of available rooms and existing reservations in the  hotel during my first hour of shift. By checking the list, I can manage the room vacancies and occupied room lists as well as consider the actual check-out and check-in details of the guests to ensure a proper reservation.



	By considering this plan, I can reduce redundancy and avoid any duplicate reservations. It not only saves time but also ensures accuracy regarding the reservations.
	In the future, the reservation system should be brought under ERP technology in the Travelodge hotel. By applying ERP software, it can support managing reservations along with improving performance. ERP technology would allow the management to find out total occupancy rates, and room status as well as forecasting trends regarding future occupancy.

	

 
Ensuring standard cleanness and maintenance
 


	Assigning a team of 2 people for each floor in the Travelodge hotel, I can maintain cleanness. Guests from different locations would prefer a quality environment in the hotel as well as having no dust in the rooms.
	When I would delegate tasks to the employees as well as giving them the responsibility to make sure of the cleanness, then they will be more attentive and liable to continuously monitor and conduct their operations
	Due to COVID-19, people have become more cautious about cleanliness and it is a concerning issue for hotels to maintain quality rooms for the guests. Pre-cautiously, rooms will be decorated with reusable materials such as glass bottles in exchange for one-time glasses.

	 
 
Staff guidance and resource allocation
 



	The managing operations smoothly, I would take a training session for the staff in the early hour. It will include task delegation and resource allocation for the specific divisions in the hotel such as catering, room service, cleaning staff, transportation service, and local guides for the guests. By delegating tasks, employees will be responsible for managing both resources and operations based on their expertise.
	Employees would be empowered based on assigned tasks and it will increase their interest in performing regular operations. Effective selection of expert staff for the required tasks like local guides for the guests, employees who are locally resident and have good communication skills would be preferred to perform the suchjob.
	By developing strong networks with suppliers and distributors, the required resources can be managed timely. Based on the reservations and event types, suppliers can be informed about the pre-orders and deliver the materials such as decorations for Christmas, raw foods, fruits, etc.

	

Information Accuracy



	During my shift, I will assure the accuracy of the information that is going to be shared among the stakeholders such as guests, peers, management, and externals. For example, logistics support must be informed about the receiving time of guests from the airport. It requires cross-checking information from different sources to find out the reliability of the information.  
	Cross-checking the information will reduce biases along with generating supporting evidence for the information. It also confirms the reservation facilities for the guests as they do not need to be tensed or harassed regarding the room occupancy.
	In the case of assuring information accuracy, system-based records, analysis, and feedback would be prioritized in the future towards avoiding unnecessary confusion. When information is shared in the media and guests have found the same services and facilities, it will increase high customer satisfaction.

	
Health & safety

		
An initial COVID test will be conducted on the guests in response to the health policies and guidelines of the hotels. Rooms for the new guests will be sanitized properly along with arranging fresh materials in the rooms. Contact lists of the nearest hospitals and emergency kit-box will be made sure of availability.



	Checking the COVID vaccine certificate and conducting COVID tests will be satisfying for the existing guests in the Travelodge hotel. It spreads positive brand value and high ratings of the hotel among social media platforms.
	Compliance with health and safety policies and guidelines can be made regarding COVID by enabling a scope of submitting Vaccine documentssystematically. Availability of oxygen cylinders in case of emergency for the guests as well as medical box. Health insurance policy for the guests can be applied to facilitate immediate treatment for the guests and members of the Travelodge hotel.
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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)


	

The property management system is considered a set of software solutions that contribute to increasing the efficiency of front desk officers regarding hotel operations (Kokaz Pucciani, and Murphy, 2011). It includes delivering quality support to the guests along with saving time for the employees. Based on the PMS, front desk officers can conduct depth analysis towards making reports as well as managing customer data.
Technological infrastructure: In that case, it must focus on developing technological infrastructure so that smooth software operation can be ensured. Modern and updated hardware & software is highly required in terms of facilitating the hotel property management system. 
 
Centralization: Skilled employees need to manage the organizational system so that they could obtain maximum output regarding solutions to the problem (Fletcher,Pforr, and Brueckner, 2016). They would liable to identify the specific problems and provide centralized-based solutions such as a central reservation system. In the case of managing different channels, it must assign responsibilities and duties to the different sections such as revenue management, market research to input raw data, and regular software monitoring. 
 
Collaboration: Financial resources would be utilized for running a regular hotel business along with finding out the point of sale towards generating revenue. Extensive calculations regarding the data management and presentation of financial forecasting can be conducted through PMS software (Krželj-Čolović, and Cerović,2013). It will collaborate on the invoice, payments, salary of the employees, and cost structure for the management. Front desk officers can continuously check the pending status of payment as well as prepare invoices automatically. 






	
Element 2 – Hotel reputation


	
The hotel reputation of the Travelodge hotel can be sustained through increasing social media interaction as well as meeting criteria for guest satisfaction. Feedback from the visitors and guests is highly recommendable for the growth of the business. In that case, the front desk officers need to ensure a high level of customer satisfaction by solving their complaints along with providing quality services.
 
Unique contents to build brand value: To enhance brand value, front desk officers of Travelodge hotel are responsible for creating unique content regarding the discount programs based on the events. It also focuses on and analyses the market trends in a particular area such as historical events, sports tournaments in the UK, and seasonal occasions for customer acquisition (Enz, 2010). By creating unique content about the hotel rooms, facilities, and other services, they can attract a large number of potential customers to choose Travelodge hotel for their tour. 
Personalization: Customer data will be recorded in the Travelodge hotel system so that repetitive customers can be treated with extra care and facilities. For example, wishing on their birthday, and marriage anniversary, loyalty program bonus to encourage them for next visit, and automating the preferred room details and facilities. It contributes to adding value to the brand reputation of Travelodge hotel where loyal guests are highly appreciated. 
Emphasizing property value: To manage a hotel indicates valuing the existing property of the hotel which adds value to the brand building (Sturman, Corgel, and Verma, 2011). The behavior of the employees and the quality of hotel rooms, decorations, service nature, and other facilities determine guest satisfaction. 







	
Element 3 - Communication 


	

The front office department is liable to work as a coordinator among different departments of the Travelodge hotel. The collected information would be shared in the departments based on the necessity to make better decisions and strategies for overcoming market barriers. 
 
Methods: Effective communication includes both oral and written methods of communication in terms of managing resources and events (Lee, and Kim, 2021.). The written method adds value such as the concrete form of rules & policies, agreements between guests and hotel, confirmation mail about reservations, and feedback details. On the other hand, the oral method describes the way of expressing words; such as greeting customers with welcoming words, and customer interaction to give the best support. 
 
Shared information: Customer data can be used by the internal department towards ensuring effective promotional programs such as region basis, gender basis, and loyalty basis. It boosts the sales of Travelodge by identifying the scope for market growth (Cabiddu, Lui, and Piccoli, 2013). Information about the vacant position in different departments is shared with the human resources division towards allocating skilled staff for performing tasks. On the other hand, the accounts department is managing financial information which is shared with the marketing division regarding the budget to promote services and facilities. 
 
Positive approach: Different signals or code words are taught among the employees and used by them to facilitate smooth communication in front of guests. It is used for reducing the hassle and hesitation regarding information sharing without bothering customers. Approaching behavior of the employees towards the guests should be attractive, user-friendly, and positive so that they feel comfortable






	
Element 4 - Staffing 


	
	
HR planning: It is considered the initial stage for staffing in the Travelodge hotel where they try to find out vacant positions in the workplace (Tesone, 2012). The HR manager would look at the required criteria for performing tasks in the vacant position. Based on the job analysis, they would fix specific criteria and the number of employees to be hired for managing tasks. 
Recruitment & selection: After identifying the required number of employees, they are responsible for attracting a pool of candidates from target areas such as specific regions, and universities to apply. Among the candidates, different tests are taken into consideration for hiring the right person for the right position. It contributes to increasing efficiency in employee performance as well as the growth of Travelodge(Guix, and Font, 2020). 
Placement & orientation: Selected employees are placed in the vacant positions as well as arranging an orientation program so that they can get overall insights regarding the Travelodge hotel. The induction program focuses on making a comfortable workplace for new employees. Right placement also opens the scope for the employees to show their caliber in the specified duties and responsibilities. 
Training & development: Based on the employees’ necessities, different training facilities are provided to them so that they can be efficient in performing tasks(Jaafar, et al., 2011). It reduces the chance of error in the workplace as the service industry is so reactive which is sensitive and relative to the brand reputation. To boost performance and recognize the efforts of the existing employees, suitable performance appraisal methods need to be used in the Travelodge hotel. It reduces employee turnover along with increasing employee engagement by enhancing responsibilities.
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