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Skills needed to work on Hotel Front Desk
   This topic is significant to understand because I believe that Hotel Front Desk at a hotel always put first and last impression in mind of visitors. I have seen that efficient and friendly welcome from the staff working at the reception are the first and the prime aspects of hotel that a lot of guests shall encounter and shall also be the natural hub of the hotel. I believe that managing the front desk at any hotel is not an easy task as it looks personnel worked at the Hotel Front Desk meant to accountable to book rooms, welcome and greet all the guests, allocate rooms to all the guests, register the details of visitors, and works as a source of information given to all the visitors during stay at hotels. I think that hotel front desk professionals has the time management skills which will help them to cater their duties successfully within the short time period.  
I have notice that there are some duties that the front desk professionals in hotels has to perform including guests account settlement, visitor card history data compilation, offer facilities to all the guests, airport pick and drop services, and much more. I have found that the front desk department in any hotel is the key center, where all the sensitive information and messages are relayed to various people and agencies. I believe that to work as the Hotel Front Desk officer, I have a pile of expertise which includes the customer services, strong communication skills, and sound organisations skills. As a front desk officer I demonstrate the best class customer services capabilities. I also learnt that front desk officers has a very tough schedule which made the job of front desk officers hectic and complicated. 
However, during my job role I believed that I must ensure that guests feel welcomed and given respect for all time, as I am normally at the start point of contact of details of all the visitors. I must say that this contains various functions for instance welcome guests and work to resolve the problems that are faced by the guests regularly, though I am also responsible to look after and solve the customer complaints. So, as a Hotel Front Desk Officer I should also be attentive remained focus on each and every single point during my job role. Moreover, I was also responsible to keep the record of all the customers which also contains names, address, credit card numbers, during check-in and check-out of guests. 
At my previous job role I was also held accountable to keep the record of customers information which also includes the names. Besides these during my job role I was also responsible to manage the available cash. Though I capable to comprehend rules, regulations and policies. Furthermore, I also keeps understanding and working knowledge of hotel booking systems and could easily use the hotel management software that shall helps me to retain the record of guests and the data of room reservation and room allocation. Besides this I also wants to say that being the front desk officer I also retains the data of various activities held in the hotel on the regular basis. 
During my job tenure I have also found that various workers in hotels have believe that the front desk officer job is about the personality. It is because personality matters a lot in the role of front desk officer. However, after working as a hotel front desk officer I also perceived that working at the role of front desk officer is all about the personality. If a front desk officer does not have pleasing, attractive and confident personality so, it would become like a hard nut to crack for the front desk officer to survive. Based on my personal experience conclusively, I must say that working at the front desk includes the comparison of customer services, give attention to detail, and the incumbent must have good computer using skills, time management skills, personal skills, and must be capable to fulfill the allocated and assigned job roles and various errands to be catered in a shift. Based on these I must say that all the front desk officers at hotels has to learn these skills by any mean otherwise, it would become complicated to them to survive. Based on the above analysis and my personal experience I must say that listening, alertness, time management skills, are some skills which needs to learn.
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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?


	Align Tasks based on priority


	I shall prioritise the assigned tasks based on the scale rating between 1—10. It is one of the oldest technique that definitely assists me to set the precedence of various things to do that list in my to do list.   

	Task Management Planning being effective it is most effective technique because I believe that by performing the work in this fashion shall help me to complete and perform the assigned duties and it will also helps me to reduce the likelihood of mismanagement. I believe that if I works as per the plan so it shall helps me to lessen the chances of miss management. Moreover, it will helps me to perform all the errands as per the requirements.    
	I shall demand the hotel management to hire a personal assistant for me who will helps me in performing my routine errands. 

	
Answering Phone Calls. 

	Whenever I remains busy in work and I receive a call so, I always attend the phone call at first priority. Besides this I also try to resolve the queries and concerns of  customers immediately. 
	I think that answering the phone calls of customers at the first priority proves to be effective. It is because by solving the concerns of customers, they feel happy and satisfied with the services provided. This shall also compels the visitors to come again at the hotel with their loved ones.  
	Answering Phone calls besides the routine work will always be hectic for the front desk officer in hotels. So, to make my job easy  I assigned my pending work with proper instructions to my assistant it will helps me to respond the Phone Calls of Customers.  

	

Keep the record of guests
	Besides keeping the record of guests in the hotel management software I shall also maintain separate excel sheet that contains the data of premium customers. It will helps the hotel to satisfy the needs of customers properly and shall help the hotel to retain the customers.  
	I think that my planning to maintain the guests records will proves to be effective for me. Since it shall assists me to provide the useful information in customer profile type, buying behaviour and preferences of customers. 
	I shall learn more and more from the working style and experience of our Hotel General Manager to keep records of all guests in master file. I shall helps me to retrieve the desired information promptly and on time when required. 

	Employee Management 
	During my shift I assigned the task to all the employees as per their skills, capabilities and pressure handling capabilities. However, I also assigned lot of work to the sharp and experienced profiles in my team. Consequently, for motivation to all such workers I gave tips from my own pocket as incentives to those employees.  Furthermore, I also instructed those employees to take proper care of premium clients. 
	Since I gave tips to the talented workers so I believe that giving tips is effective. Since it is one of the best method that shall helps the managers to keep employees motivated, consequently when the workers think that they shall get benefits of doing extra work so they cater that work by their 100% efforts. 
	As a contingency planning I first observe the work load management capabilities among all those to whom I assigned extra work. If possible I provide short tips to all such people that shall help them to cater the extra work besides their daily routine jobs. 

	Upgrade to higher rooms without charging extra cost. 
	I will assign the best rooms at an affordable cost to all premium clients without charging any additional amount from them. I believe that it shall help me to conduct the business operations smoothly during my shift. 
	I believe that this plan will be effective because all the customers always needs high value in low or affordable cost. I think that this strategy will help Hotel to retain loyal customers which shall help the hotel to get sustainable competitive advantage over rivals in market. 
	In next coming years I suggest the hotel management to upgrade some rooms for the premium and golden category customers and suggests not to allocate all such rooms except for the premium customers. It will help us to satisfy the loyal and premium customers. However, I will also suggest the management to raise their rates with a negligible rate but the management shall never ask for extra money against the golden category room. I believe that it will help to retain the customers successfully. 



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)


	Hoteliers across the world need the property management system to orchestrate hotel operations, organise the guest preferences, manage and organise the inventories in rooms and also help to keep the data safe and secure in the database. Hoteliers who utilise the hotel management system effectively and successfully help to speed up and optimise the current hotel management process successfully. With the use of suitable and right PMS the daily routine jobs and work of PMS are formed much easier to organise and manage the best class hotel management that has the right tools. It can be said that all these tools or attributes as they are called and known, make sure that the daily hotel business operations are taken care of properly and with proper concentration. 
Some of the users of Hotel Property Management System can easily access the hotel management system via computer system or a laptop, so there is a rising quantity of hoteliers who have access to the PMS via other instruments and computer aided systems and devices (Popovic et al., 2019). 
With the proper hotel management system the hotel management has access to the pertinent and accurate data exactly and precisely when the user requires it. It includes the status of rooms, reservations, duties assigned to staff, and much more. Integration of Property Management Systems at Hotels enable all the professional hoteliers to select and choose the best class mechanism and hotel management software to enhance the hotel operations without facing issues and bottlenecks. Being capable to utilise and apply the best hotel management technology when hand-in-hand with increase in the revenues of a Hotel.   

	
Element 2 – Hotel reputation


	Reputation Hotel Management is the act of assuring that all the information posted about the online is positive. In this era, the goodwill of hotels plays a significant and vital role in growth of various industries, particularly if the workers work in hotels. As per the study conducted in the past , it has been found that forty nine percent of the customers across the world need a minimum-four star rating before selecting a specific hotel to spend time with loved ones (Maher, 2019). It can be said that a single negative comment or bad review at the website of any hotel could cause serious harm to the reputation of the hotel. So, to maintain the reputation in the market it is essential that the hotel management has to work properly and craft strategies that shall help it to improve the customer services (Khan et al., 2021). Doing so, will help the hotels to improve their reputation in the market which will increase the sales, profit margin and market share of a specific hotel. The user generated content or customer feedback, expanded to take significant decision elements for the customers in hotels across the globe. Therefore, a significant and positive feedback provided by satisfied customers is precious and helps the hotels to attract more visitors. Likewise, the negative reviews must be declined and used to enhance the hotel quality. 
Therefore, for this reason it is significant for the professional hoteliers to form a professional Hotel Reputation Management which helps the management to track the goodwill of the hotel over the web. 


	
Element 3 - Communication 


	Excellent communication could help the hotels to improve the guests' experiences as it demonstrates that the hotel management is paying attention to the guests. This could help the management of the hotel to make the customer loyal, and also helps to increase the business. Eventually it shall play a vital role in improving the goodwill of the hotels.I It is essential that all the hotel managers have to listen properly to the concerns of workers; these are ones who deal and manage with guests on a routine basis. It is essential that all the staff members working at the Hotels should know how to communicate effectively with all the guests and visitors (Yoong et al., 2019). It can be said that there are some point of time where the visitors file complaints about some things by offering feedbacks, at that time the members in charge to solve all that matter must be provided proper and full training so that they can properly deal various situations wisely (Chowdhury et al., 2020). Good Communication skills assists the management of hotels to build ties between all the guests and staff members of hotels that proves advantageous to the growth and expansion of the entire hotel industry. Hotel industry is the main and significant industry that rotates surrounded by other people. So, excellent communication skills proves to be one of the significant elements across the entire hotel industry.      

	
Element 4 - Staffing 


	All the hotels across the world need a well trained and professional workforce who are held accountable to clean bedrooms, and all the other areas of hotels to offer the customers a safe, clean, hygienic and healthy environment. It can be said that the general managers in the hotels are responsible to perform various duties on a regular basis. The Hotel Manager must be well-trained, educated and have guts to take effective decisions and should have good communication skills (Nikolskaya et al., 2022). It is essential that human resources management of the hotels has to screen out the potential candidates after interviews and select the best one out of the available options (McHugh et al., 2021). It will help the hotels to get the best work done from the workers which will help the hotels to provide  the best quality services to the customers.  
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