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What are the key skills required to work on the hotels front desk? 750 words (+/- 10%)

Contribution to Overall Module Assessment: 25%


Introduction
Considering the way, the functional processes in relation to every business operation are becoming increasingly complex, retaining,
consumers have become a task of significant challenge. Operating in the hospitality industry implies a setup where operatives need to
interact with guests on a regular basis. Ensuring the satisfaction of customers or guests is one of the key obligations,
operating within the hospitality industry (Bridger, 2018). The front office or the front desk represents the values and the outlook of an
establishment before potential customers. It is that very setup which conveys the image of an organization to customers and plays an
instrumental part in managing the ever-growing database of a hotel business. 
Skills 
Operating within every sector or industry requires a particular set of skills. There are certain skills which hold the same credibility across
multiple domains, and then there are skills which are specific and the requirement of which varies from one designation to another. The
foremost skills which an individual needs to be in order to become a successful front desk operative are as follows:
Hardworking: Possessing an affinity to work hard is something which works wonders for an individual during their initial years,
irrespective of their field of work. It needs to be addressed that the job role of a front desk operative often involves overseeing customer
interactions and performing record management simultaneously (Cottrell, 2019). There are instances when the flow of visitors drastically
increases and desk operatives need to work for long hours to manage the flow. Failing to develop hard-working capabilities might end up
having an adverse effect on the psyche of the professional (Wood, 2013). 
Communication skills: As has been discussed before, interacting with customers is one of the foremost responsibilities that is vested upon a front desk operative. By exhibiting strong communication skills on display, it becomes easier to engage customers and gradually direct their opinion by putting forth a good image of the organization. Considering the way business operations in relation to the hospitality industry, especially the hotel sector is heavily dependent on the perception of customers, possessing strong communication skills is something mandatory. 
People skills: The conventional way of describing people skills involves defining the way interpersonal relationships can be developed by putting emphasis on emotional intelligence and social skills. There is no denying the fact that the fundamental characteristics of every
individual differ from another and not everyone possesses an outgoing approach. But in order to shine and excel in this professional
space, it is mandatory to work on the interpersonal skills and social interaction skills an individual possesses. 
Computer literacy skills: Technological advancements have happened at a breakneck pace in these last few years. Developing and
maintaining a comprehensive database regarding daily check-ins and checkouts is one of the primary job roles of a front desk executive.
This process has become entirely computerized and having an in-depth understanding of the process is necessary to operate within this
professional space. 
Professional skills: These skills can be categorized as a set of attributes which are more or less common throughout every professional
sphere. The attributes include networking, time management and empathy. It needs to be addressed that being professional is more than
just being a good worker, it has much to do with the way one presents himself or herself in the professional sphere to interact and
influence the work environment up to a certain extent. There are practitioners who believe that personal and professional skills go hand in
hand with one another, but it also needs to be addressed that one cannot consider presenting himself or herself within a professional
setup in the same way they present themselves in their personal space. 
Problem-solving skills: Operating as a front desk executive means encountering issues every other day, and the occurrence of conflicts
within a setup which is as capricious as the hotel industry is a common phenomenon (Sonnenschein and Ferguson, 2020, p.5).
There are instances when unchecked conflicts reach such heights that they might end up disrupting the entire operational process.
Possessing proper problem-solving skills prevents this from happening.
Conclusion
The information which has been presented above clearly showcases the way an individual can improve their productivity as a front desk
operative by putting an adequate amount of emphasis on honing and developing a particular skill set. Every individual has certain
strengths when it comes to operating in the professional sphere. Thus, the idea should be not just to improve the skills they already possess but also to develop new skills simultaneously.
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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?


	
Ensuring the development of an effective online communication plan 

	Ensuring the proper implementation of a communication plan is an action which can be performed by monitoring the conversion rate and ensuring positive reviews (Leiter and Bakker, 2010). 
	By upholding a proper communication plan, Premier Inn as a hotel can monitor whether customers are happy with the offerings of the organization. 
	An application for a new reporting system can be made (Mullins and Dossor, 2013). 

	
Offering credible offers and discounts

	Making a list of all the possible offers which the business can place and then developing the plan.
	Every business within the hospitality industry strives towards attaining a decent conversion rate every year, introducing this system can increase the potential visitor count. 
	Developing a referral system 

	
Asking the current guests for their feedback 

	
Developing and deploying an online feedback form and distributing it. 
	
This strategy is primarily used to monitor the effectiveness of the operations of the company (Rogers, 2008). 
	
Asking the management to develop a portal for feedback submission. 

	
Maintaining and managing proper room service

	This can be performed by going through the current guest list and checking on the guests on a regular basis (Tesone, 2010). 
	This ensures enhanced customer satisfaction. 
	Establishing employee performance yardsticks. 

	
Deploying strategies to ensure improved staff management.  


	An attendance system can be deployed in terms of tracking the number of staff and their efficiency in an effective manner. 
	The productivity of employees can be increased by making use of this strategy (Sharma et al., 2019).
	
Making use of visual tools. 



Component Three:
Contribution to Overall Module Assessment: 50% 
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 PMS or a Property Management System can be described as a software application designed to monitor or manage hospitality accommodations. In recent years, the frequency of implementing PMS has increased by many folds with digitisation reaching new heights. The foremost utilization of a PMS involves facilitating the development of a centralized computer system which possesses the potential to organize, schedule and perform daily operations and transactions associated with the hotel or residential businesses. A PMS can be developed keeping in mind a wide range of tasks, starting from managing bookings to monitoring check ins and check outs. Over the years, transformations have happened at a breakneck pace and with that the technological intricacies in relation to PMS have also transformed. PMSs now offer a diverse range of additional solutions which include telephone system integration (enhanced CRM support), event planning solutions, hotel inventory management, even security and room locks (AltexSoft, 2020). 
During the study it has been identified that numerous practitioners have been critical regarding the way most hotels like Premier Inn and Royal National still use a very basic level of the system and the low scale adoption rate of the tech exceeds full scale integrations by many folds. There are conjectures and arguments sketching out that it is not possible for every hotel or residential service to opt for a full-scale integration because of the financial implications which are associated with it. But the number of facilities which make use of self-check-in solutions, integrated in-room services has also increased by many folds recently (Techtarget, 2018). 

	
Element 2 – Hotel reputation


	
As has been described by Lai (2019, p.120) the concept concerning hotel reputation involves influencing the way the hotel is perceived by potential customers as well as regular ones. It needs to be addressed that the opinion of customers regarding an establishment like Premier Inn is something which can be considered a result of the quality of services they have received. Anagnostopoulou et al., (2019, p.30) have sketched out the way the reputation and the presence of a hotel on online platforms influence the rate of its profitability. It needs to be addressed that people nowadays have more than one way or medium to express their feelings or opinions regarding an experience. The way social media platforms have evolved into one of the primary mediums of information exchange, it is not a surprise that people’s mindsets regarding a certain set of services get easily influenced. The authors have projected the way these very same mediums can be used to change and influence the perception of a large section of an audience in a rapid manner.
González-Rodríguez et al., (2019, p.400) have put forth another important factor into the limelight while describing the way organizations operating in the hospitality industry have become inclined towards promoting the adaptation of CSR (Corporate Social Responsibility) practices. From what has been observed, one can state that with digital transformations attaining new heights and a continual increase in the number of IoT devices, hotels have found avenues to showcase their social values to a large section of the potential customer base. 


	
Element 3 - Communication 


	
Communication has always been a crucial component when it comes to operating in the hospitality industry. It needs to be acknowledged that no matter what the task is, be it communicating with guests to make them satisfied with the services or cooperating with the associates and colleagues to deliver services of the utmost quality. The effectiveness of strong communication strategies or practices in the hospitality industry is unrivalled. The ability of the employee base of an organization when it comes to providing strong customer service is what dictates long-term success in this specific domain (Raghubalan and Raghubalan, 2016). The conventional notion regarding consumer satisfaction illustrates that people's desires and opinions regarding a certain subject change perpetually. Thus, the foremost objective behind carrying out interaction with guests must address the need for unearthing their choices. A hotel needs to address that visitors and tourists are most probably unfamiliar with the place they are visiting, so the very first interaction with them might make them formulate a perception regarding not only the establishment but also the place. Thus, it is not only about profits or customers. One’s approach towards their visitors or guests reflects the collective image of the institution as well as the place. On the other hand, in order to ensure organizational excellence, it is necessary for the employees to know how to work as a team (Rogers, 2008). By resorting to properly developed communication strategies, it becomes easier to develop bonds with the rest of the operatives. Working collectively as a team not only improves the rate of productivity but also facilitates the development of a healthy workplace environment, which is something necessary for an institution like Premier Inn. 

	
Element 4 - Staffing 


	
The concept concerning staffing involves recruiting employees on the basis of their skills and knowledge. Making a new group of employees understand the goals and objectives of the organization can be a complex process if the new recruits are not properly selected. The concept of staffing not only means hiring new employees, but it also deals with making certain that the ones who have been hired possess the necessary skills to perform their job roles with the utmost sincerity and accuracy. Staffing models are data sets which measure durations and labour hours in terms of assessing the credibility of the individuals who have been hired. But it must further be acknowledged that processes, tactics and strategies in relation to staffing management do not only involve recruiting and managing new staff, but staff retaining policies also comprise a major section of the operations (Sharma et al., 2019). 
Operating for a hotel like Premier Inn which describes every aspect the hospitality industry comes with a series of strategies which need to be followed. Staffing policies in the case of hotels generally involve recruiting personnel in two distinct divisions. Managers are hired particularly based on their job experience, whereas the recruitment policies in relation to frontline employees involve assessing their fundamental skills. There are certain institutions which also focus on the experience of the candidates but hiring frontline employees does not disregard the freshers' factor, so new candidates are primarily streamlined in this specific designation (Quick, 2020). As has been discussed before, an operative need to possess a plethora of skills in order to handle the convolutions of the hospitality industry; these skills are what are assessed during the staffing process. 
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