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The front desk staff needs to communicate well with guests, colleagues, and other departments. This means greeting guests warmly, giving clear directions, and handling inquiries and requests professionally. They also need to listen carefully to guests, understand their needs and concerns, and give accurate information.
Furthermore, front desk staff must have excellent written communication skills to respond to emails, draft professional communication, and update guest records accurately. They should be able to pass on information concisely and clearly, maintaining a professional tone in written communication. (Astuti, 2018)

Front desk staff should also pay attention to non-verbal communication. They should make eye contact, smile, and use appropriate gestures to create a friendly environment for guests. This will improve their experience.

It is essential for front desk staff to maintain a calm and composed demeanor while actively listening to all parties involved and showing empathy and understanding.(Sharma, 2011) They should acknowledge and validate the concerns of both guests and colleagues to de-escalate conflicts and work towards finding mutually agreeable solutions.

Successfully resolving conflicts requires strong communication, negotiation, and problem-solving skills. As front desk staff, it's crucial to seek mutually beneficial solutions that address the concerns of all parties involved, while also maintaining the hotel's policies and standards. It's important to have the ability to find common ground, present alternative options, and mediate disputes fairly and objectively.

In today's technology-driven environment, it is important for front desk staff to possess technical skills to effectively navigate various software, systems, and equipment. They should be proficient in operating the hotel's property management system (PMS), utilizing reservation management software, and efficiently managing check-ins, check-outs, and room assignments.

Front desk staff should know how to use point-of-sale systems to handle payments quickly and accurately. They should also be good at using email to communicate well with colleagues and guests inside and outside the company.

Hospitality staff should know how to solve common technical issues that guests might face, like problems with their devices or internet. This can make guests happier if staff can give them basic help or guide them to technical support.

Front desk staff can provide seamless service to guests by staying up-to-date with technological advancements and participating in relevant training programs that equip them with the necessary skills to leverage technology effectively.(Cheng,2021)

In hospitality, front desk staff interact with guests from different cultures. It's important to be respectful and aware of their cultures. Knowing multiple languages, especially those guests speak, can be helpful.

Front desk staff often collaborate with various hotel departments, such as housekeeping, maintenance, and concierge. Strong teamwork skills are necessary to coordinate guest requests, address operational issues, and ensure a seamless guest experience. Effective communication and the ability to build positive working relationships contribute to successful collaboration.(Jaiboon, 2022)

Front desk staff should also serve as the face of the hotel, requiring a professional and polished appearance. They should maintain a calm and composed attitude even in challenging situations, handle confidential information discreetly, and adhere to professional codes of conduct.

The hotel industry operates around the clock, often requiring front desk staff to work in shifts and handle unexpected situations. Being flexible and adaptable to changing demands, irregular schedules, and last-minute requests is crucial for front desk personnel.

Quick and effective problem-solving skills are essential for front desk personnel. They should be able to address guest issues promptly, resolve conflicts, and make appropriate decisions within their authority. This includes handling reservation discrepancies, room allocation challenges, and other guest concerns.

Front desk staff must pay close attention to detail to ensure accurate guest information and billing. They should accurately process payments, verify guest identification, and maintain organized records. (Levy 2013) Attention to detail also extends to ensuring room availability, checking for special requests, and coordinating guest preferences.

Exceptional customer service skills are crucial for front desk personnel. They should exhibit a friendly and welcoming demeanour, anticipate guest needs, and go the extra mile to ensure guest satisfaction. Handling guest complaints or difficult situations with empathy and professionalism is essential.


Front desk staff often handle multiple tasks simultaneously, such as guest check-ins, phone inquiries, and administrative duties. The ability to prioritize tasks, manage time efficiently, and remain calm is essential to maintain a smooth and efficient front desk operation. (Brown, 2010)
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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?


	
Be polite to guests even when they are not polite back.

	I will be calm and patient with the guests and I will work at speed to ensure things go swiftly. If I make sure that guests won’t complain there won’t be much need for the manager.
	If I work with patience and speed and the customers do not get angry things can run smoothly for the day in the absence of the manager. 
	Maybe put somebody as the backup manager and train them like a manager, that way there will always be a manager.

	
Resolve all the guest’s problems and take care of my responsibilities as front desk

	Because I will make the experience easier for the guests and they won’t feel compelled to ask the manager anything. 
	Because the guests come from probably a long journey so if you can remove the stress of effort and problems for them it makes things smooth and effective.
	Maybe look at what a customers journey through premier inn looks like, and simplify the experience so that it is easier.

	I will make an effort to communicate with them in their own language if they come from abroad.


	If I talk in their own language, then they will be at ease and it will be also easier for them to communicate with me.
	If I simplify the process for them then that leaves a good impression on the hotel for them 
	Maybe have a list of phrases and different scripts to use in the top 5 most common languages at the ready on the desk in front of me. 

	Call a quick meeting between all staff in-shift


	I will make sure all my collagues understand what needs to happen.
	Because for things to run smoothly everyone needs to be on the same page.
	A contingency staff meeting, that everyone knows about.

	Split the responsibilities of the manager between the duty manager and me.


	If I and the duty manager are in constant communication we can make sure everything runs well.
	Because the duty manager will already be familiar with some of the managers roles and responsibilities. 
	To train the duty manager and front desk staff. 



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)


	
Property Management Systems (PMS) play an important role in hotel operations, streamlining essential tasks and ensuring efficient guest management. Understanding the key elements of PMS is crucial for hoteliers to maximize operational effectiveness and deliver exceptional guest experiences. (Olimovic 2020)


An effective PMS should cover a robust guest database, capturing essential details such as contact information, preferences, and stay history. This enables personalized service delivery, facilitates targeted marketing efforts, and fosters guest loyalty.

Efficient reservation management is vital for hotels. A PMS should offer real-time availability updates, seamless online booking integration, and support for multiple distribution channels. (Kim, Janggon, 2011) This ensures accurate room inventory management, minimizes overbooking, and maximizes revenue potential.

PMS systems should empower front desk staff with smart interfaces for check-ins, check-outs, and guest profile management. Key features include room assignments, folio management, and seamless integration with ancillary services, such as housekeeping and concierge.

A robust PMS brings accurate and efficient billing processes, integrating with point-of-sale systems and handling diverse payment methods. It should enable automated invoicing, tracking of incidental charges, and financial reporting to enhance revenue management. (Sturman, Michael C, 2011)

Effective PMS platforms provide detailed reports and analytics, offering insights into occupancy rates, revenue streams, guest patterns, and operational efficiencies. This data-driven approach enables informed decision-making and proactive strategic planning.






	
Element 2 – Hotel Reputation


	
Hotel reputation plays a pivotal role in attracting and retaining guests. Understanding the key elements that contribute to a hotel's reputation is essential for hoteliers to establish a positive image and profit in the competitive hospitality industry.

hotel reputation is largely guest satisfaction. Providing exceptional customer service, personalized experiences, and exceeding guest expectations are crucial for building a positive reputation. Promptly addressing guest concerns and maintaining open communication contribute to guest satisfaction and positive reviews. (Alrawadieh, Zaid, 2019)

In the digital age, online reviews and ratings significantly impact a hotel's reputation. Consistently monitoring and responding to guest reviews across various platforms, such as TripAdvisor and Google, is crucial. Encouraging satisfied guests to leave positive reviews can help bolster a hotel's online reputation.

Delivering high-quality services consistently is important for building a strong reputation. From the cleanliness of rooms to the professionalism of staff, every aspect of the guest experience should reflect the hotel's commitment to excellence.(Kim, 2016) Regular staff training and performance evaluations ensure consistent service delivery.

A well-defined brand identity and positioning contribute to a hotel's reputation. Developing a unique selling proposition, creating a distinct ambiance, and aligning marketing efforts with the target audience create a strong brand reputation. Consistency in branding across all touchpoints reinforces the hotel's image.

Demonstrating social responsibility and sustainable practices enhances a hotel's reputation. (Sriyam, 2010) Engaging in community initiatives, implementing environmentally friendly policies, and supporting local causes contribute to a positive perception among guests and the broader community.






	
Element 3 - Communication 


	
Prompt and accurate information exchange is crucial in hotel operations. Clear communication channels, both internal and external, facilitate efficient coordination among departments, enabling smooth guest experiences. Regular staff meetings, electronic communication platforms, and streamlined guest communication processes are essential. (Sonporn, 2011)

Effective communication promotes collaboration among different hotel departments, creating a cohesive and efficient work environment. Sharing relevant information, establishing clear roles and responsibilities, and promoting teamwork enhance operational effectiveness and guest satisfaction.

Hotels must prioritize effective communication with guests. Welcoming and informative interactions during check-in, providing information about hotel amenities, responding promptly to guest inquiries and requests, and seeking feedback contribute to positive guest experiences. Utilizing multiple communication channels, such as email, phone, and mobile apps, ensures accessibility and convenience.

In times of emergencies or unexpected situations, hotels must have a well-defined crisis communication plan. (Fitriyani, Endah, and Anastasia, 2021) Clear protocols for disseminating information to staff and guests, providing updates, and ensuring their safety are essential. Effective crisis communication builds trust and maintains guest confidence.

Investing in communication training for staff members enhances their ability to interact effectively with guests and colleagues. Providing communication skills workshops, conflict resolution training, and customer service programs empowers employees to deliver exceptional service and handle challenging situations professionally.







	
Element 4 - Staffing 


	
	
Effective staffing begins with strategic workforce planning. This involves predicting staff needs based on seasonal variations, occupancy levels, and specific events or promotions. (Ahmad, Rozila, 2014)  By aligning staffing levels with anticipated demand, hotels can optimize resource allocation and ensure smooth operations.

Recruiting and selecting the right candidates is very important. Developing clear job descriptions, targeted job advertisements, and effective screening processes help attract qualified individuals. Comprehensive interviews and reference checks aid in identifying candidates who align with the hotel's culture, values, and service standards.

Investing in comprehensive training and development programs is essential for staff performance and career growth. Providing new hires with thorough onboarding and job-specific training ensures they understand their roles and responsibilities. Ongoing training opportunities, such as customer service workshops and leadership development, enhance employee skills and engagement. (Sturman, Michael C, 2011)

Making a positive work environment and recognizing employee contributions boosts staff morale and retention. Encouraging open communication, soliciting feedback, and implementing employee recognition programs promote a sense of belonging and motivate staff to deliver exceptional service.


Establishing clear performance expectations and providing regular feedback helps employees understand their roles and performance objectives. Conducting performance evaluations and performance improvement plans when needed allows for constructive development and addresses any performance gaps.
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