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Working at the front desk of a hotel involves a diverse set of skills, including those relating to technology, interpersonal communication, and organisation. Here are some key talents for hotel front desk personnel:

Customer Service Orientation: The front desk's primary responsibility is to provide great service to hotel guests at all times. Employees at the front desk should have a viewpoint that is centred on the client, exhibit empathy, and be able to anticipate and fulfil the needs of visitors (Prais, Jarvis and Wagner, 2019). Patience, attention, and a constructive mind-set are necessary components in creating an atmosphere that is warm and kind to guests.

Technology Proficiency: Knowledge of hotel “property management systems (PMS), reservation systems” and any other relevant software are necessary for front desk operations. The employees who work at the front desk need to be adept with computers, have essential abilities for troubleshooting, and be able to acquire new technologies quickly and adapt to them (González-González and García-Almeida. 2021).

Organizational Skills: Employees at the front desk are responsible for a variety of tasks all at once, including checking guests in and out, managing reservations, fielding phone calls, and responding to enquiries. According to Olimovich, Bakhtiyorovich and Salimovna (2020), as a result of their superior organisational abilities, they are able to organise tasks in a prioritised manner, continue to be accurate, and handle a significant amount of information in an effective manner.

Multitasking: Front desk workers must be capable of balancing many jobs simultaneously. They must to be able to manage visitor check-ins and check-outs, phone calls, emails, and enquiries from guests all at the same time. The ability to switch between several tasks at once guarantees that the needs of customers are swiftly addressed and that operations run smoothly (Djajasinga et al., 2021).

Teamwork and Collaboration: Employees at the front desk work closely with other departments, including cleaning services, concierge services, and maintenance. The ability to collaborate is necessary in order to organise the needs of guests, efficiently communicate with other employees, and guarantee a flawless experience for guests. The total pleasure of visitors is directly correlated to the level of collaboration and positivity that may be fostered in the workplace.

Cultural Awareness and Sensitivity: Hotels are able to accommodate a diverse range of guests that come from a diversity of backgrounds and cultures. The personnel at the front desk need to be culturally informed, respectful, and sensitive to the many cultures that are represented there. This requires being aware of and making allowances for a wide variety of traditions, idioms, and personal tastes (Buhalis and Cheng, 2020).

Excellent Communication Skills: Front desk workers must demonstrate excellent oral and written communication ability. They have to be able to communicate clearly with customers, other employees, and representatives from other departments. It is much easier to grasp the requirements of visitors, find solutions to difficulties, and provide correct information when there is clear communication.

Problem-Solving Abilities: Associates at the front desk are often confronted with a wide variety of requests, complaints, and unplanned circumstances from guests. They need to be inventive and quick when it comes to finding answers to problems, making the best decisions, and resolving challenges. When faced with challenging circumstances, the capacity to think on one's feet and keep ones cool in the face of pressure is very necessary.

Time Management: Employees at the front desk typically have to contend with time-sensitive responsibilities and a chaotic environment. Due to their time management abilities, they are able to organise their responsibilities in a prioritised manner, ensure that all operations run smoothly, and fulfil all deadlines. A timely and professional response to guests is guaranteed by a time management system that works well (Hewagama et al., 2019).

Cash Handling and Accounting: Employees at the front desk are often tasked with the responsibility of handling financial transactions, which may include processing payments made by guests, controlling cash float, and balancing daily transactions. As a result, it is very necessary for front desk workers to be proficient in cash handling operations, accurate in the recording of financial data, and knowledgeable of basic accounting concepts. To keep one's financial integrity intact, one must pay close attention to every detail and be able to handle one's finances in a responsible manner.

Conflict Resolution: Staff members at the front desk should be adept at mediating and resolving conflicts. They could have to deal with challenging circumstances or complaints from customers, both of which need for competent problem resolution. A cheerful atmosphere may be maintained at the front desk by possessing the capacity to actively listen to visitors, sympathise with them, and identify solutions that are satisfying to all parties (Marneros, Papageorgiou and Efstathiades, 2020). This adds to the overall pleasure of customers.
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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?


	
Seek Support from Colleagues: If I needed more information about my continuing responsibilities, processes, or any particular instructions or protocols, I would discuss the matter with my colleagues at the front desk or with other members of my team. Working in tandem with more experienced colleagues may assist me in gaining new perspectives and ensuring that I present visitors with information that is both correct and up to date.

	
Prioritize Tasks: To begin, I would make a list of things that need to be done and then prioritise them based on how urgent and important they are. This would make it easier for me to stay organised and give critical tasks, such the check-in and check-out of visitors, higher priority while simultaneously juggling a number of other obligations (Hassi, 2019).
	
Prioritising tasks, anticipating guest needs, and communicating well are part of the approach. I can prevent difficulties, give personalised service, and avoid operational issues by being proactive.
	
Designate a Backup Point of Contact: I would choose a backup hotel manager in advance. This may be a senior employee or supervisor. This person would know their role as the supplementary point of contact and the management processes.

	
Familiarize Myself with Hotel Policies and Procedures: I would go through the compendium of rules and procedures that the hotel has in place to ensure that I have a complete understanding of the standards that are expected of front desk employees. With this information, I would be able to react with self-assurance to questions posed by guests, conduct check-ins and check-outs, and provide help whenever it was required.

	
Maintain Effective Communication: Communication is very necessary for the successful running of any business. If I were in charge of this department, one of the first things I would do is create open lines of communication with other departments, such as housekeeping, maintenance, and management. This will allow me to stay updated about room availability, guest requests, and any problems that are happening. 

	
The strategy prioritises customer pleasure and timely service. Actively listening, anticipating needs, and addressing issues makes visitors happy. The hotel's reputation improves when guests leave favourable reviews, return, and suggest it.
	
Create a Managerial Task Checklist: I'd make a detailed manager's tasks checklist. This agenda includes reviewing and authorising spending, managing departmental budgets, and handling escalating visitor concerns. The secondary point of contact would use the checklist to perform necessary tasks on time.

	
Proactively Communicate with Guests: When I had visitors around, I would make an effort to welcome them and converse with them in a way that was kind and welcoming. I would want to begin by introducing myself, expressing my enthusiasm to be of service, and offering my apologies for any trouble that may have been caused by the absence of the manager. Because I maintain an attitude that is both proactive and engaged, I am able to provide guests a positive first impression and ensure them that their requirements will be satisfied.

	
Monitor and Manage Guest Arrivals and Departures: I would pay close attention to the arrivals and departures of guests so that the process of checking them in and out would go off without a hitch. This include verifying any bookings that have been made, preparing any necessary room keys in advance, and catering to any specific requests or preferences that may have been made (Shin, Perdue and Kang, 2019). 

	
The strategy prioritises communication and departmental collaboration. I can quickly meet visitor requests, monitor room availability, and resolve issues by communicating with teammates. Coordination increases tourist experience and operating continuity.
	
Provide Cross-Training Opportunities: Cross-training front desk and other team members in managing roles would be beneficial. Cross-training would introduce them to hotel operations. It would also give backup resources for when the manager is unavailable.

	
Provide Extra Assistance and Personal Touch: In the event that the manager was not around, I would go out of my way to help visitors and ensure that their stay was one that they would never forget. This might be advising guests on local places of interest, lobbying for eating alternatives, or offering tailored amenities depending on the tastes of the individual visitor (Altinay et al., 2019). 
	
Anticipate Guest Needs: It is crucial to give outstanding service by anticipating the needs of visitors. This may be accomplished. I would familiarise myself with the visitor profiles, preferences, and any specific requests or arrangements that may have been made. Because I am attentive and proactive, I am able to quickly answer the demands of visitors, such as organising transportation, selecting restaurants, or giving more facilities. 

	
The strategy understands that the hotel business is dynamic and requires flexibility. Adaptability, quick thinking, and problem-solving help me maintain operating efficiency and minimise interruptions. Visitors always enjoy smooth service due to this versatility.
	
Develop Clear Communication Channels: Emergency preparation requires clear team communication. Staff should have quick access to the secondary point of contact and necessary team members' contact information. To inform everyone about management hierarchy changes, email alerts or team meetings should be used.

	
Stay Updated on Local Events and Information: To provide a better experience for passengers, I would stay current on local events and activities, as well as any special discounts or deals that are currently being offered. Because of this expertise, I am able to present guests with information that is essential to their stay, aid them in organising their schedule, and show the hotel's devotion to providing an experience that is outstanding.


	
Handle Guest Inquiries and Issues:  During the whole of the shift, I would make myself accessible to address any questions, concerns, or difficulties that may be raised by passengers. I would pay close attention to what guests had to say; try to put myself in their shoes, and look for workable answers. 

	
The plan shows ownership and accountability for managing chores and new obligations without the management. I can preserve the hotel's reputation and ensure client satisfaction by taking charge of front desk operations, being proactive and managing visitor relations (Chang and Busser, 2020).
	
Document Standard Operating Procedures: I would record all management SOPs. The secondary point of contact might consult this booklet for thorough guidance on handling different circumstances. Financial management, personnel monitoring, visitor complaint resolution, and emergency protocols should be in the SOP.



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)


	
A “Property Management System, or PMS”, is a piece of software that helps hotels and other hospitality establishments improve their efficiency by streamlining and automating a variety of their processes (Seyitoğlu and Ivanov, 2020). When contemplating Property Management Systems, here are some other key aspects to bear in mind:

Integration with Other Systems: A complete PMS should have the ability to integrate with other systems that are often used in the hotel sector. This comprises interfaces with “central reservation systems, channel managers, revenue management systems, point-of-sale (POS) systems, and revenue management systems”. Also included are visitor loyalty programmes. Integration promotes the smooth flow of data, removes the need for manual data input, and increases the overall effectiveness of operational processes (Bardi, 2021).

Mobile Functionality: Mobile capabilities are an essential component of a contemporary PMS, given the proliferation of mobile devices in today's society. Because of this, workers working at the front desk may access and update information about guests, as well as handle bookings and complete check-in and check-out procedures, from any point on the property. Nam et al. (2021) demonstrated that the ability to access information via a mobile device not only improves productivity but also the quality of service provided to visitors and helps personnel to be more receptive to the needs of guests.

Scalability and Customization: A “property management system (PMS)” has to be scalable in order to meet the one-of-a-kind needs of hotels of different sizes, from intimate boutique hotels to sprawling chain hotels. Additionally, it must to give customization options so that the system may be adapted to meet the particular requirements of the property (Filimonau and Naumova, 2020). Because of its scalability and customising capabilities, the PMS is easily adaptable to the distinct workflows and operational procedures of each hotel.






	
Element 2 – Hotel reputation


	
A hotel's reputation is comprised of its image, how it is regarded, and its status in the eyes of guests, as well as colleagues in the hospitality industry and members of the general public. When considering hotels' reputations, the following are some additional factors to take into consideration:

Guest Satisfaction Surveys: Conducting customer satisfaction polls on a regular basis is an effective way to measure the entire experience provided to guests and identify areas in which improvements may be made. Hotels have the ability to solicit feedback on a wide range of topics, such as cleanliness, the quality of the service, facilities, and amenities (Christou, Simillidou and Stylianou, 2020). The findings of a survey may be analysed to help discover patterns, swiftly resolve concerns, and demonstrate a dedication to the pleasure of visitors.

Online Reputation Management: In this day and age of the internet, the reputation that a hotel maintains online has a big bearing on its whole image. Hotels are required to actively manage their online presence by reading and reacting to reviews and comments left by guests on travel-related review websites, social media platforms, and online travel communities. Interacting with visitors to your website, resolving any issues they may have, and promoting any positive experiences you have had are all great ways to build a good reputation online (Tuomi, Tussyadiah and Stienmetz, 2021).

Community Engagement: Participation in charitable and other community service activities may have a beneficial impact on the reputation of a hotel. The hotel's dedication to being a responsible corporate citizen is shown by its participation in community initiatives, sponsorship of local events, and collaboration with local companies and groups (Kucukusta, Perelygina and Lam, 2019). Participation in community activities helps to cultivate charity, provides favourable press, and promotes the hotel's image both locally and internationally.






	
Element 3 - Communication 


	
For hotel operations to run well, effective communication is required in order to guarantee seamless cooperation, deliver great service, and keep the pleasure of guests at a high level (Zeebaree, Shukur and Hussan, 2019). When addressing communication in the context of hotel operations, you need also take into consideration the following other factors:

Interdepartmental Communication:  For operations to run well there must be no breakdown in communication between the many departments that make up a hotel. Clear lines of communication across departments like sanitation, maintenance, food and beverage, and the front office make it easier to effectively coordinate, share information in a timely manner, and expedite workflow. According to Longart (2020), effective cooperation is enabled through holding regular meetings between the various departments, using common communication platforms, and designating specific communication channels.

Non-Verbal Communication: Communication at a hotel goes much beyond the realm of words spoken aloud. When interacting with visitors, it's crucial to pay attention to nonverbal cues such as body language, facial emotions, and gestures. The front desk staff should be educated to convey professionalism, attention, and a welcoming attitude via nonverbal cues such as body language and facial expressions. In a similar vein, employees in charge of cleanliness and service should be aware of nonverbal clues that indicate whether or not they are eager to help guests (Chandran and Bhattacharya, 2021).





	
Element 4 - Staffing 


	
Hotel operations are not complete without proper staffing, which includes the recruiting, selection, training, and management of workers at the establishment. When addressing hotel personnel, the following are some additional aspects to take into consideration:

Workforce Diversity and Inclusion: There are a lot of benefits for hotels that welcome diversity in their employees and make an effort to create an inclusive work environment. Hotels are able to tap into a bigger pool of talent, improve creativity and innovation, and better grasp and satisfy the demands of a more diversified range of customers if they aggressively recruit personnel from a variety of backgrounds and promote them through the organisation (Faulkner and Patiar, 1997). Fairness, equality, and a feeling of belonging are fostered among workers via the implementation of diversity and inclusion programmes, which ultimately results in better employee satisfaction and improved customer experiences.

Employee Wellness and Work-Life Balance: It is crucial for employee retention and satisfaction to provide support for the wellbeing of employees as well as a good work-life balance. Hotels have to make the provision of a healthy workplace, the provision of wellness programmes, and the promotion of work-life balance efforts a priority. Examples of such initiatives include flexible scheduling, paid time off, and employee support programmes (Sigala, 2005). Providing wellness benefits to employees may improve work satisfaction, lead to higher levels of productivity, and cut employee turnover.	








		Word Count
	1048





References
Altinay, L., Dai, Y.D., Chang, J., Lee, C.H., Zhuang, W.L. and Liu, Y.C., 2019. How to facilitate hotel employees’ work engagement: The roles of leader-member exchange, role overload and job security. International Journal of Contemporary Hospitality Management, 31(3), pp.1525-1542.
Bardi, J.A., 2021. Hotel-Front-Office-Management.
Buhalis, D. and Cheng, E.S.Y., 2020. Exploring the use of chatbots in hotels: technology providers’ perspective. In Information and Communication Technologies in Tourism 2020: Proceedings of the International Conference in Surrey, United Kingdom, January 08–10, 2020 (pp. 231-242). Springer International Publishing.
Chandran, C. and Bhattacharya, P., 2021. Hotel's best practices as strategic drivers for environmental sustainability and green marketing. In Consumer Behaviour in Hospitality and Tourism (pp. 66-81). Routledge.
Chang, W. and Busser, J.A., 2020. Hospitality career retention: the role of contextual factors and thriving at work. International Journal of Contemporary Hospitality Management, 32(1), pp.193-211.
Christou, P., Simillidou, A. and Stylianou, M.C., 2020. Tourists’ perceptions regarding the use of anthropomorphic robots in tourism and hospitality. International Journal of Contemporary Hospitality Management, 32(11), pp.3665-3683.
Djajasinga, N.D., Sulastri, L., Sudirman, A., Sari, A.L. and Rihardi, E.L., 2021, June. Practices in Human Resources and Employee Turnover in the Hospitality Industry. In 2nd Annual Conference on blended learning, educational technology and Innovation (ACBLETI 2020) (pp. 113-117). Atlantis Press.
Faulkner, B. and Patiar, A., 1997. Workplace induced stress among operational staff in the hotel industry. International Journal of Hospitality Management, 16(1), pp.99-117.
Filimonau, V. and Naumova, E., 2020. The blockchain technology and the scope of its application in hospitality operations. International Journal of Hospitality Management, 87, p.102383.
González-González, T. and García-Almeida, D.J., 2021. Frontline employee-driven innovation through suggestions in hospitality firms: The role of the employee’s creativity, knowledge, and motivation. International Journal of Hospitality Management, 94, p.102877.
Hassi, A., 2019. Empowering leadership and management innovation in the hospitality industry context: The mediating role of climate for creativity. International Journal of Contemporary Hospitality Management.
Hewagama, G., Boxall, P., Cheung, G. and Hutchison, A., 2019. Service recovery through empowerment? HRM, employee performance and job satisfaction in hotels. International Journal of Hospitality Management, 81, pp.73-82.
Kucukusta, D., Perelygina, M. and Lam, W.S., 2019. CSR communication strategies and stakeholder engagement of upscale hotels in social media. International journal of contemporary hospitality management, 31(5), pp.2129-2148.
Longart, P., 2020. Understanding hotel maintenance management. Journal of Quality Assurance in Hospitality & Tourism, 21(3), pp.267-296.
Marneros, S., Papageorgiou, G. and Efstathiades, A., 2020. Identifying key success competencies for the hospitality industry: The perspectives of professionals. Journal of Teaching in Travel & Tourism, 20(4), pp.237-261.
Nam, K., Dutt, C.S., Chathoth, P., Daghfous, A. and Khan, M.S., 2021. The adoption of artificial intelligence and robotics in the hotel industry: Prospects and challenges. Electronic Markets, 31, pp.553-574.
Olimovich, D.I., Bakhtiyorovich, T.M. and Salimovna, N.G., 2020. Improving of personnel training in hotel bussines. Academy, (2 (53)), pp.18-19.
Prais, S.J., Jarvis, V. and Wagner, K., 2019. Productivity and vocational skills in services in Britain and Germany: Hotels. In International comparisons of vocational education and training for intermediate skills (pp. 119-145). Routledge.
Seyitoğlu, F. and Ivanov, S., 2020. A conceptual framework of the service delivery system design for hospitality firms in the (post-) viral world: The role of service robots. International Journal of Hospitality Management, 91, p.102661.
Shin, H., Perdue, R.R. and Kang, J., 2019. Front desk technology innovation in hotels: A managerial perspective. Tourism Management, 74, pp.310-318.
Sigala, M., 2005. Integrating customer relationship management in hotel operations: managerial and operational implications. International Journal of Hospitality Management, 24(3), pp.391-413.
Tuomi, A., Tussyadiah, I.P. and Stienmetz, J., 2021. Applications and implications of service robots in hospitality. Cornell Hospitality Quarterly, 62(2), pp.232-247.
Zeebaree, S.R., Shukur, H.M. and Hussan, B.K., 2019. Human resource management systems for enterprise organizations: A review. Periodicals of Engineering and Natural Sciences, 7(2), pp.660-669.



image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




