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The Hotel front desk is the first-place guest’s will see upon their arrival to the hotel and one of the few departments who have direct contact with guests (Oaky, 2023). Therefore, it is necessary to have skilled front desk staff as they have a pivotal responsibility to create positive guest experiences, enhance the hotel brand and overall create a great first impression, which will allow hotel operations to thrive. 

All hotels have the following staff managing the hotels front desk; Front Office Manager, Assistant Front Office Manager, Receptionists, Concierge and Dorman all of whom have different duties but are all responsible to provide a good first impression.

Firstly, one of the most important skills for any front desk staff is to be empathetic, guests will expect to be greeted in a warm and positive way upon arrival or during any form of contact. So, it is important to be polite, have patience, be helpful and courteous to leave a good impression on guests regardless of the way they may behaves. A polite smile or a simple ‘How are you?’ and thank you will have a huge impact on the way guests will view the hotel. Being courteous is the equivalent to showing guests that you appreciate their presence in the hotel and without guests there is no success for the hotel. Hotels also accommodate guests from various backgrounds and cultures therefore it is important to respect and be understanding of different traditions and customs.

The front desk is not only used for check-ins/check-outs and assigning guest rooms but to also sell add-on services available in the hotel. Skilled front desk staff can promote additional services, upgrade or special offers which will generate hotel revenue (Tran, 2020).

Thus, strong verbal and written communication skills are essential when working on the hotel front desk, being able to talk to guests in person or on the phone is vital when attempting to upsell the hotel’s amenities. Being able to communicate and recommend activities and attraction sites to visit will help enhance the guest experience as well as profitability. I have previously worked as a receptionist and a customer sought more information around the company and its amenities which I was able to communicate clearing in person. 

Moreover, another key skill that is crucial is excellent organisation skills and ability to multitask. Front desk staff on a regular basis are required to complete various duties simultaneously for example answering phone calls, addressing guest requests, check ins and outs, attending department meetings etc. Therefore, being organised and efficient is necessary to manage all these set tasks and responsibilities. Not only is this a valuable skill but being able to multitask effectively and prioritise tasks will help maintain a smooth flow of operations and thus ensure a positive guest experience. 

Efficient collaboration and Teamwork are skills that are continuously developed, it is based on personal work experience as well as the mode in which operations run. Front desk staff will work closely with other departments such as reservations, housekeeping, concierge and sales and marketing. To collaborate efficiently with colleagues and maintain operations, front desk staff must possess strong interpersonal skills. United staff workforce is also essential for brand reputation, it demonstrates a high level of professionalism and enhances the hotel reputation. 

In addition, digital competency is a highly sought and value skills for front desk staff. Knowing how to proficiently use hotel management software, reservation systems and any other computer application is extremely fundamental (Hcareers, 2021). Front desk staff need to know how to handle guest bookings, process transactional payments and use technology to complete secretarial tasks. Many of the hotel services use digital interfaces to entertain and enhance guest experiences therefore knowing how to operate these digital systems will only further support smooth delivery. 
  
Front desk staff will face various complaints and issues from guests. Problem solving skills are critical to deal with resolving complaints. (Johnston, et al., 2012) Skilled front desk staff need to stay calm under pressure and resolve problems in a timely manner. In my previous work experience a customer brought form a complaint, to resolve the issue, I also consulted management to ensure the appropriate resolution is being applied. 

While all these skills are fundamental for hotel front desk staff, specific skills requirements may vary based on the hotel's brand, size, location, and target guests. Therefore, online training programs and on-the-job experience can further develop these skills to keep in line with hotel policies and services as well as help front desk staff excel in their duties and responsibilities.
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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 would maintain a professional appearance; many hotels require staff to dress formally or with a uniform. Maintaining a clean and tidy appearances will create a good first impression on guests who will associate professionalism with the hotel brand and reputation. 



	
Seeking guidance from experience staff is a good way to gain insight on how to make sure that operations are running smoothly. They can offer insight on common challenges and will provide advice on the best practices to adopt throughout the shift. 
	
This plan promotes preparedness, it is clear and concise which will help ensure that operations will run smoothly in the absence of a manager. By having this plan, it will most likely prevent and help predict any disruptions and complaints. 
	
Defining roles as responsibilities, managers have certain duties that are different from front desk associates. Establishing clear roles and responsibilities as a front desk associate will help avoid confusion with the manager is absent as senior responsibilities should be held but acting managers or senior staff when the manager is absent. 

	I would familiarise and learn about the hotel services and its amenities. By acquiring knowledge about the different facilities available to guests and the local attractions I can share accurate information to guests. This also includes knowing about the any promotions, special offers or events ongoing or taking place within the hotel.


	Review all hotel standard operating procedures, training materials or manuals written by the hotel. This will help familiarise how processes work for various duties and tasks for example how to book reservations, check ins and check outs. 

	This plan is also a good form of skill development for any front office associate, it provided the opportunity to problem solve, organisation and maintaining customer service. Theses are all skills that are beneficial for the hotel as it strengths the team and promotes a healthy working environment. 

	Identifying the acting manager or the appropriate colleague with the decision-making authority is an important step. Some issues or complaints need to be resolved by those with authority, so it is important to establish protocols and escalate matters accordingly. 


	Greet new and existing guests warmly, I would ensure to speak to guest politely and respectfully, so they feel valued, and it leaves a good impression and sets a positive tone. 



	Communicating regularly with other departments who duties align with the front desk such as reservations, housekeeping, security etc. by doing so it ensures all necessary information regarding operations is promptly and efficiently relayed and any mishaps can be easily resolved to ensure guests remain happy. 

	Front office duties directly impact the guest experience. This plan will help ensure that guest receive the attention and care needed to enhance their experience even with the absence of a manager. 

	Attending ongoing online training or on the go training, to learn different areas of front desk and manager responsibilities such as customer service, leadership skills or conflict solutions. By doing so this will enhance skills and help prepare to cover managers in their absent for some managerial tasks when required. 


	I will ensure to keep the front desk area organised and clean. I would ensure that the front desk is well stocked with brochures, maps, flyer on special deals and any necessary supplies. By doing so this will demonstrate to guests that this is a professional but welcoming environment.


	Throughout the duration of the shift, it will be necessary to keep written documentation of any guest requests or complaints or any significant events that took place. This information could be valuable for future references to share with the manager for review once they return from sick leave. 

	This plan will ensure that guests have all the necessary resources with information about the services available to them therefore, it acts as a great tool to share knowledge about the hotel in the absence of a manager and as someone who has only started their employment as a front desk associate.
	Have duty rotas, departmental contact numbers and all emergency protocols and documents to hand for easy access and to be prepared in any cases of emergencies.



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 primary purpose of a PMS is to help automate hotel operations, enhance efficiency, and help support guest satisfaction. Some of the key features found in PMS are Reservation’s Management, Guest Check in and Check outs, Room Management, Housekeeping and maintenance, Billing and Invoicing and Reporting/Analytics capabilities (Barrows, et al., 2012). 
When considering PMS for hotel operations several factors should be taking into consideration. First its ability to be user-friendly, it is important that both front office staff and management can learn, access, and use the system effectively. It should have simplified workflows and user-friendly navigations. This will ensure that staff can be productive when using the system without encountering errors (Hertzfeld, 2022). Furthermore, it reduced the training time needed and allows staff to acquire digital literacy skills. 
Furthermore, another factor in line with being user-friendly is the ability for this system to be accessible on mobiles. In this advancing age, staff may need to have access to PMS and manage operations remotely, having mobile capabilities will help front desk staff provide on the go services to guests even when working remotely. 
Another factor is how well PMS can assimilate with other systems such as revenue management or guest loyalty programs. Smooth assimilation will ensure that data is synchronised, and operations can run effectively (Hotel Tech Report, 2021). It will also ensure that there are minimal errors when obtaining reports/analysis on guest experiences and operations.

When handling personal details of guests, it is important to ensure that any systems used are in line with the data protection act and guests’ privacy is safeguarded. Therefore, an important factor to consider about PMS is if it adheres to standard security protocols and protects all sensitive data information regarding guests.


	
Element 2 – Hotel reputation


	
Hotel reputation is a vital aspect of hotel operations as it directly has an impact on guest experiences, bookings, and overall success.
Firstly, guest reviews and rating contribute significantly to how the hotels reputation is shaped. Guests will utilise social media, review sites and surveys to share their opinions and views on their experiences at the hotel. Therefore, it is important to monitor reviews and provided feedback to both positive and negative reviews. By addressing any guest concerns it also shows that as a service, the guest feedback is being utilised to better the experience and hotel brand, this in effect will positively support the hotels reputation (Rialti, et al., 2023). 

Another important factor which highly impacts a hotels reputation is quality customer service. If hotel staff consistently delivery quality and impactful customer service, it enhances the guest experience and creates a positive atmosphere. Guests will associate this form of service with the hotel brand and thus it will shape the hotels reputation (Shimp & Zhang, 2016). To delivery this form of service high quality and skilled staff is also needed to execute excellent service. 
Many hotels are part of a large brand or chain of hotels, the reputation of a hotel is also defined by its brand.  Premium and Luxury scale hotels have higher brand standards and values, and their premium services and amenities also contribute to how guests view their hotel. The brands positive reputation will always impact the hotel’s reputation and how its operations will run. 


	
Element 3 - Communication 


	
For smooth hotel operations and guest feeling satisfied efficient communication is crucial. There are many factors relating to communications to consider. 

Firstly, the hotel should also ensure to share clear and concise messaging, this can be through written, verbal, or digital communications. It should be easy for guests to understand and be well articulated (MHA Moore and Smalley, 2015). 

Furthermore, if hotels cater for guests from diverse backgrounds or are in diverse locations, they should utilise multilingual communication. Having both written and digital communications in different languages or having staff who speak multiple languages is an asset for the hotel’s operations. It helps overcome any language barriers between staff and guests which will help make it easier to meet the guests needs and it is also a great form of advertising for the hotel’s diversity policies. 

Effective communication between different departments is also crucial for smooth operations. For example, Front office need to regularly communicate with the reservations team to collectively maintain bookings and guest arrivals (Ford, et al., 2012). By communicating through meetings, phone calls or managers it strengthens the team and ensure that correct information is shared to ensure that operations are running seamlessly. It also helps with solving any concerns or problems with guests. 
Communication is also reliant on timeliness, hotel staff should aim to promptly and timeless respond to any guest concerns, requests, and feedback, by doing so guest are left feeling satisfied with the form of communication delivery by staff (Tas, 2021). Delaying or no responding to communication can lead to dissatisfied guests and can result in negative feedback. 


	
Element 4 - Staffing 


	The type of staffing can have a significant impact on the way hotel operations are maintained. 
Each department will have certain roles each with their own job description. It is important to clearly define job descriptions so staff can understand their responsibility and conduct all their duties. By doing so it helps minimise overlap between staff from conducting the same duties which can be a poor use of time and it helps keep staff accountable. This in effect should contribute to smooth operations. 
Hiring with certain skill sets and qualifications is a necessary set when choosing the appropriate staff for certain roles. Housekeeping staff should have organisation and cleanliness skills whereas, Front office staff should possess strong interpersonal skills (Bardi, 2003). By identifying the required skills for each role and job description it ensures that there will be adequate staff to fulfill the hotel’s operations. 
Furthermore, staff will require continues training and development, utilising online training and development programs is important to maintain staff performance levels and will be impactful on the service they provide to guests. Providing staff training ensures that new and old skills are developed, they learn about hotel products and grow with new trends to cater for guests’ desires and expectations (Nickson, 2015). 
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