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There is a particular set of skills and abilities that are necessary for a career as a hotel front desk agent. The front desk personnel are responsible for making an excellent first impression, resolving guest requests and issues, and ensuring that guests have a pleasant stay overall because they are the face of the hotel (Rutherford, 2021). The following is a list of the essential talents necessary for success in this position.
Customer Service: The employee at a hotel’s front desk needs to be able to handle challenging guests with grace and professionalism, have outstanding communication skills, and be friendly and approachable (Moyeenudin et al. 2018). They need to be able to comprehend and respond to guests’ requirements, provide accurate information, and solve any problems that may crop up during a guest’s stay.
Computer Literacy: Since technology plays an increasingly important role in the hospitality sector, front desk employees need to be fluent in its use, particularly in booking and administration software tailored to the hotel’s needs. They should be able to navigate these systems with ease, process reservation requests and check-ins, and maintain accurate records of guest information (Zhao, and Ghiselli, 2016).
Organisation: The staff at the front desk needs to be able to prioritise effectively and handle multiple tasks at once. This includes responding to emails and messages, taking and making phone calls, and organising room assignments. Additionally, they need to have excellent attention to detail to guarantee that all the guest information is accurately recorded.
Problem-Solving: The staff at the front desk is frequently the initial point of contact for customers, and as such, they are expected to be able to recognise and resolve any problems that may occur promptly (Karlsson, and Skålén, 2015). To be successful in this endeavour, one must maintain a proactive attitude and the capacity to think quickly on their feet. The employee at the front desk has to be able to take responsibility for a problem and come up with a solution that will make both the customer and the hotel happy.
Cash Handling: The management of fundamental cash handling processes must always be included as part of the responsibilities of the front desk staff (Xiang et al. 2015). They must be able to accurately complete financial transactions, manage payments made in cash and via credit card, and reconcile daily reports in order to be hired.
Sales Ability: The personnel that work at the front desk are responsible for promoting the amenities offered by the hotel and attempting to sell additional guest rooms. They should have a strong awareness of the facilities given by the hotel and be able to provide suggestions depending on the requirements of the visitors in the hotel. According to Karlsson and Sklén (2015), this not only benefits the hotel but also makes the stay more enjoyable for the customers who are staying there.
Flexibility: Employees at the front desk of a hotel need to be able to work a range of shifts, including nights, weekends, and holidays, due to the fact that hotels are open around the clock. They need to be adaptable and able to function well in an environment that is always changing in order to be successful.
Cultural Awareness: Front desk employees in today's globalised setting need to have a strong knowledge of cultural differences and be sensitive to the expectations of international guests. This necessitates being fluent in a number of languages, in addition to being familiar with the customs and values of many cultural groups (Xiang et al. 2015).
Teamwork: The personnel who are working at the front desk need to have the ability to successfully collaborate with other members of the staff, especially those who are in charge of housekeeping, maintenance, and management. They need to be able to successfully interact with one another and collaborate in order to keep everything going well and maintain the satisfaction of the clients.
In conclusion, working at a hotel front desk involves an unusually diverse set of abilities, including those relating to technology, interpersonal communication, and organisation (Bardi, 2021). The worker at the front desk needs to be able to handle numerous responsibilities at once, provide excellent customer service, and solve issues in a timely and effective manner. If front desk staff members have these essential abilities, they are in a better position to play an important part in ensuring that customers are happy, and the hotel is successful.
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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?

	Providing excellent customer service: I will greet guests with a smile, try to be polite and professional in all interactions, and be responsive to guest requests and concerns.
	I will pay attention to guests’ needs and concerns, actively listen to what they are saying, and respond in a helpful and empathetic manner.

	I think greeting guests warmly and professionally is considered a most effective way in customer service because it sets the tone for the entire guest experience and can have a significant impact on guest satisfaction (Bardi, 2021). A warm and friendly greeting creates a positive first impression and makes guests feel welcomed and valued, which can lead to increased guest loyalty and repeat business.
	Foster a positive and supportive work environment I encourage teamwork and collaboration to ensure that guests are greeted warmly and professionally, even in the event of unexpected circumstances or challenges.

	Keeping the hotel premises clean and well-maintained: Ensure that public areas, guest rooms, and restrooms are clean and well-stocked.
	I will foster a culture of cleanliness and maintenance amongstst all staff, encouraging them to take ownership of the hotel’s appearance and cleanliness and promptly report any issues or concerns.
	I think a clean and well-maintained hotel sends a strong message to guests that the hotel is well-run and takes pride in its appearance. This creates a positive first impression and sets the tone for the rest of their stay.
	Establish clear procedures for reporting and addressing issues related to the cleanliness and maintenance of the hotel premises, including procedures for identifying and reporting incidents, assigning responsibility for resolution, and tracking progress.

	Providing accurate and up-to-date information: Be knowledgeable about the hotel’s facilities, services, and policies, as well as local attractions and restaurants (Karlsson, and Skålén, 2015).
	As a manager I need to stay informed. Further, I need to consider regularly reviewing hotel policies and procedures, updates from other departments, and any changes to local attractions or events to ensure that I have the most up-to-date information.
	In my thought, providing accurate and up-to-date information enhances guest experience. When guests receive accurate information about their stay, it helps them to make informed decisions about their travel plans and enhances their overall experience (Bharwani, and Talib, 2017).
	I need to regularly review and update the information of the hotel. This information including rates, amenities, and local attractions, to ensure that it remains accurate and up-to-date (Moyeenudin et al. 2018).


	Being proactive in resolving issues: Anticipate guest needs and proactively address any issues or concerns that may arise during their stay.
	I need to regularly monitor guest feedback, whether it is collected through surveys, online reviews, or other channels, to identify common issues and find ways to address them proactively (Rutherford, 2021).
	I considered this because proactive issue resolution can help to build trust and establish a positive relationship between the hotel and its guests. When guests know that their needs will be taken care of proactively, they are more likely to return to the hotel in the future and recommend it to others.
	I need to regularly participate in training and train my front-line staff to equip them with the skills to address potential issues proactively. This training should cover topics such as anticipating guest needs, communication skills, and problem-solving techniques.

	Maintaining positive relationships with other staff members: Collaborate with other staff members, such as housekeeping, maintenance, and management, to ensure smooth operations and guest satisfaction (Moyeenudin et al. 2018).
	I will set a positive tone by exhibiting professional behaviour, being respectful, and treating others with kindness and fairness.
Also, I will encourage open and honest communication between staff members by creating an environment in which people feel comfortable sharing their thoughts and ideas.
	I think positive relationships between staff members allow for better communication, which can help resolve issues more quickly and effectively. This improved communication can also ensure that guests receive accurate and consistent information, regardless of which staff member they interact with (Xiang et al. 2015).
	I will develop a process for resolving disputes between staff members, such as mediating discussions or involving a supervisor or HR representative.



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)


	There are many factors to think about whilst deciding on a hotel’s Property Management System (PMS), including:
1. User-Friendliness: The interface of the PMS must be user-friendly and straightforward in order to make it possible for employees to carry out their duties in an effective and efficient manner (Xiang et al. 2015).
2. Integration: There are many factors to think about whilst deciding on a hotel’s Property Management System (PMS), including:
3. User-Friendliness: The interface of the PMS must be user-friendly and straightforward in order to make it possible for employees to carry out their duties in an effective and efficient manner.
4. Integration: The property management system (PMS) needs to interact easily with the hotel’s other software and hardware, such as the accounting programme, the point of sale system, and the channel management tools (Zhao, and Ghiselli, 2016).
5. Time-of-use Availability: The property management system (PMS) should give real-time information on room availability, pricing, and reservations. This would enable the staff to make educated judgements and swiftly answer to any requests made by guests.
6. Capabilities for Reporting: Key performance indicators (KPIs), including occupancy rates, revenue, and expenses, should all be trackable and analysed with the use of the PMS’s flexible reporting capabilities (Moyeenudin et al. 2018).
7. Security of Information: The PMS must protect guests’ personal information in accordance with generally accepted data security standards.
8. Easy Access on the Go: The PMS must be mobile-friendly, so that employees can log in from their phones or tablets whenever and wherever they need to.
9. Scalability: The PMS must be flexible enough to fulfil the hotel’s needs as it expands.
10. For Help with Technical Issues: The PMS ought to provide dependable and prompt technical help, as well as the capacity to quickly resolve any issues that may crop up.
11. Customisation: The property management system ought to support personalisation and configuration in order to be tailored to the particular requirements of the hotel and its operations (Nicoli, and Papadopoulou, 2017).
By giving careful consideration to the aforementioned factors, hotels can ensure that they choose a PMS that not only satisfies their unique requirements but also improves the effectiveness of their operations and helps the hotel’s overall success.


	
Element 2 – Hotel Reputation


	When assessing the standing of a hotel’s operations, there are a number of crucial factors to take into account, including the following:
1. Customer Service: Guests should receive outstanding customer service, with careful attention paid to ensuring that their wants and requests are satisfied promptly and competently (Karlsson, and Skålén, 2015).
2. Room Quality: In order to provide a pleasant stay for guests, it is essential to uphold exceptionally high standards of cleanliness and comfort in all parts of the property, including guest rooms, public areas, and other facilities.
3. Brand Identity: Establish and continue to uphold a powerful and consistent brand identity for the hotel that appropriately reflects its core beliefs, services, and amenities.
4. Online Reputation Management: Always keep an eye on how the hotel is represented online, and make use of what needs to learn to better serves the guests’ stay and their establishment’s standing (Ettinger et al. 2018).
5. Marketing and Promotions: Create and implement promotional and marketing campaigns that attract the hotel’s ideal clientele and do justice to the hotel’s brand and services.
6. Social media presence: Create and keep up a robust online profile for the hotel, with active user engagement and promotional content via channels such as Facebook, Twitter, and Instagram (Bharwani, and Talib, 2017).
Hotels may improve their standing, draw in more customers, and boost revenue if they pay attention to these factors (Bardi, 2021).


	
Element 3 - Communication 


	The efficient functioning of a hotel is dependent on effective communication (Nicoli, and Papadopoulou, 2017). When planning hotel operations, it’s important to keep the following factors in mind regarding communication:
1. Clear Policies and Procedures: Make sure everyone on staff knows their roles and how to communicate with guests and co-workers by establishing transparent policies and processes for communication.
2. Communication Channels: Set up a number of different ways for people to get in touch with one another, such as via email, phone, in-person meetings, and written materials (Rutherford, 2021).
3. Real-Time Updates: Room availability, guest requests, and policy changes should all be updated in real time so that staff members are always up to date and can rapidly respond to guests’ requirements.
4. Employee Training: Staff employees should be given instruction in active listening, dispute resolution, and the art of clear written and vocal expression (Xiang et al. 2015).
5. Guest Feedback: Request that visitors rate their experience, and utilise that data to fine-tune your communication methods.
6. Employee Communication: Encourage open lines of communication amongst employees, such as by holding regular meetings and listening sessions, to keep everyone apprised of hotel happenings and invested in their work (Xiang et al. 2015).
Hotels may improve their communication processes and procedures, increase the level of satisfaction their guests feel, and contribute to the overall success of the hotel by taking into consideration the essential aspects listed above.

	
Element 4 - Staffing 


	Maintaining a proper personnel level is crucial to a hotel’s daily operations. Several crucial factors must be taken into account whilst planning hotel staffing:
1. Staffing Requirements: Determine the staffing requirements of the hotel, including the number and kind of staff members required to meet the expectations of both the guests and the operations of the hotel (Rutherford, 2021).
2. Recruitment: Prepare and execute a plan to find and hire quality individuals through various channels, including as job fairs, employee referrals, and online job ads.
3. Training and Development: Make sure that all of the staff members have access to continual training and development opportunities so that they may acquire the skills and information necessary to properly carry out their responsibilities and deliver exceptional customer service (Xiang et al. 2015).
4. Work Schedules: Make sure that the employees can juggle work and life by giving them the freedom to set their own schedules within reasonable parameters whilst still meeting the needs of the hotel (Nicoli, and Papadopoulou, 2017).
5. Employee Policies and Procedures: Establish transparent protocols that spell out what is expected of employees and how they should go about fulfilling those expectations, and everyone on staff will be on the same page.
6. Communication and Collaboration: Encourage open lines of communication amongst employees, such as by holding regular meetings and listening sessions, to keep everyone apprised of hotel happenings and invested in their work (Karlsson, and Skålén, 2015).
Hotels can ensure that they have an appropriate and motivated crew by taking into consideration the essential components listed above, which will also boost the pleasure of their guests and contribute to the overall success of the hotel.
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