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Introduction 

This journal investigates the key skills that front desk employees ought to possess as well as personal reflections and industry examples.
Just like in any other job, working at a hotel front desk requires specific skills. A front office worker is the first person who greets a guest once they walk into a hotel, it is for this reason that such an individual has the expertise required to ensure guests are comfortable and willing to be repeat buyers of the services (Workable Resources, 2018).

Key Skills Required to Work on The Hotels Front Desk

As Rose (2016) explicates, whilst as people travel, they want to lodge where they feel secure and comfortable. This starts at the front desk the moment calls are placed for enquires and reservations. To begin with the problem-solving skill, front desk employees must be able to effectively solve problems and respond to guests’ complaints or issues. Organisation skills and detail oriented, front desk employees must be highly organised to manage multiple tasks and handle a variety of requests from guests. With guests streaming into a hotel and placing calls, it is essential that errors are kept to a minimal or better yet avoided. Bardi J (2010) insists on the need to have composure as front desk employee and to remain calm under pressure to be able to cover the challenges in the front office. The author goes on to customer service skills as these will ensure the guests receive the attention they require; the employee is responsive and friendly as Experity (2016) puts across.
One instance that stands out in my mind having worked at the front desk was when I had to deal with was a rude guest. The guest had booked the wrong type of room and was very upset that we were not able to change the booking at the last minute. I remained calm, empathise with the feelings that were shown, I acknowledge the frustration and anger that was building up but in a calmly manner I explained the reasons why but also apologised for the inconvenience that at that time we were unable to check in a different room due to being fully booked, explaining the policies on refunds and cancellations and made sure that the guest was aware of the options available. I offered a discount, which was accepted and throughout the entire process I kept a professional, courteous attitude and was able to successfully resolve it. By remaining calm, polite, and empathising with guests needs I was able to diffuse the situation quickly and ensure that the guest was satisfied.

According to Indeed (2020) attention to detail is an important skill to ensure that guest information is accurate and that guest needs are met.
Multitasking is another essential skill because a front desk employee must be able to handle multiple tasks at once, such as answering phone calls, checking in guests, responding to enquires and ensure that all of these are done accurately. Information technology skills which encompass the knowledge of computer systems, reservation software and other technology is essential to effectively manage guest information and requests (Career Insights, 2022).

To apply theoretical knowledge to the hotel industry there are several ways in which this can be done. For instance, understanding customer service and principles of internal and external communication can help front desk employees to provide exceptional services to guests. Knowledge of guest cycle, revenue management and safety and security of guests can help in optimising rooms rates and occupancy levels. (Hotel Front Office: Operations and Management (Oxford Higher Education)
Understanding marketing principles can also help in promoting the hotel to potential guests (Gursoy, Buttle and Bowie 2022).

Conclusion 

To be able to effectively manage a hotel front office task it is paramount to possess various and diverse professional and self-awareness work ethic skills such as reliability, professionalism, integrity, dedication, teamwork, accountability, empathy, positivity because a strong work ethic has many benefits and contributes to giving guests the best experience and contribute to the success of the hotel. 
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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. 

Carreirao (2019) explicates that in as much as one has the soft skills to work in hospitality there is much that goes in play while dealing and handling guests. It is essential that one can practically apply theoretical knowledge on managing guests at the front desk. This is my first day as a front desk associate. Unfortunately, my manager has phoned in sick and despite this the shift needs to run as smooth as possible. A plan of action has been prepared of how things will be effectively managed in the absence of the manager along with a contingency plan.

	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?


	To review the front desk procedures and comprehend check-in and check-out process, handling guest enquires and resolving complaints.


	Prioritise tasks based on their urgency. I would focus on checking in guests, handling enquiries and complaints and ensuring that information is accurate.
	By reviewing the procedures, it will ensure I am conversant with all required of me minimising chances of errors.
Prioritising tasks will be a way of meeting deadlines and standing out to guests.
	Establishing and having a clear chain of command in place will be essential as team members will know who to turn to guidance or assistance in the absence of a supervisor or manager.

	Prepare for guest arrivals by ensuring the front desk area is clean, tidy, and welcoming with all necessary materials, such as room keys and registration cards available.

	Communicate with team members – housekeeping and maintenance staff to ensure that rooms are ready for check-in, and any issues resolved in a timely manner.
	Everyone has expectations of where they would like to rest, by ensuring the reception is well maintained and rooms are clean.
Teamwork is paramount in meeting the needs of clients.
	By cross-training, members of the team would have a basic understanding of the tasks and responsibilities of their colleagues, which would allow them to step in and help as needed.

	As guests arrive, I would greet them warmly, with a smile, and enquire on how I can assist them. I would make sure to listen attentively to their needs and respond accordingly.

	Managing guest expectations through clear communication especially in check-in times, any delays or issues that may arise during their stay.
	Clear communication with guests and the team will go a long way in meeting the hotels goals.
This would help to create a cohesive and efficient team environment, even in the absence of the manager.
	Regular team meetings would provide an opportunity for team members to discuss any issues or concerns that may have arisen as well as have responsibilities articulated.
This will ensure that in the event of the manager being absent, the team will carry out their duties without need of supervision.

	I would always maintain a professional demeanour, treating guests with empathy and respect. 
I would ensure that my appearance is tidy and professional and that my language is polite and appropriate since presentation is key in the industry.



	Being proactive in anticipating clients needs. This will also involve ensuring that services are personalised and tailored to what the guest desires in their package.
	Guests need to be treated well to make their stay worthwhile.
Guests are known to make a repeat purchase if they feel the services were tailored to their needs. This would help to ensure that guests have a positive experience during their stay.
	Developing a standard operating procedure (SOP) document that will outline the tasks and responsibilities of each team member, as well as the procedures for handling any issues or emergencies that may arise.
This would ensure that if a key employee is not at reach the rest of the team can still ensure that the duties and requirements of that position are handled meticulously without any inconvenience.

	


	
	
	



CONCLUSION 
The above plan action ensures that the hotel is still run smoothly with the manager absent. It can establish that there was no prior planning for such incident to happen but then a contingency plan has also been coined together to ensure that in the event of a repeat incident, this will not be an impasse in managing guests. 
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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 PMS is a centralised application that handles several operations of hotels which provides a centralised application to perform, schedule and organise daily operations and transactions involved in a business but also has substantially boosted the productivity of different industries including hospitality (Tech Target, 2018). In accordance with Chorum (2020), there are elements that ought to be considered when establishing a PMS. First, there is mobility. This is all about being able to leverage mobile technology unthreatened. This is made possible through a browser, a mobile application or software. Second, functionality as there are basic functions that a PMS needs to perform to ensure a hotel runs efficiently. A PMS needs to be able to integrate functions such as front desk, back-office management, customer relations management, housekeeping and reservation systems. Without this, that PMS cannot be labelled as effective, and this may lead to inconvenience at the hotel. HotelMinder points out that a hotel does have various services being offered all under one roof which leads to having multiple payments points out that a hotel does have various services being offered all under one roof which leads to having multiple payments points. It is for this reason that a PMS ought to have a point-of-sale system able to gather data from the multiple paying points and accurately able to consolidate all this information successfully.





	
Element 2 – Hotel reputation


	Boley (2020) elucidates that to build a reputation for a hotel, social media happens to be among the key platforms for brand manager, therefore, the first step in managing hotel reputation is staying active on social media. Consistency will ensure that a hotel is able to build and maintain a team of followers making it a reliable platform to seek accurate information regarding the hotel.
A second technique in managing reputation is gaining positive reviews. It has been established that before deciding on where to stay while on a trio 93% of travellers first seek help and insight from online reviews (TripAdvisor, 2019). Hotels need to present on review sites such as TripAdvisor which sends a message that they are among the top hotels. Follow up emails can be sent to guests asking them to give a review. In addition, it is a strategic move to monitor competitor’s move. This will help point a hotel in the direction of ensuring they stay competitive and even offer better services by borrowing a leaf from their competitor’s actions. By staying competitive and appealing to prospects ensures that a hotel is the talk of the town, in a positive light (Whatman, 2017). Ali et al. (2021) focuses on quality of services in a hotel when building up a reputation. The author illuminate that the quality of service is an essential aspect of hotel management that can make or break a hotel’s reputation. Ensuring that staff members are well trained, professional, and friendly is crucial in providing an excellent guest experience.
High-quality service includes responsiveness to guest needs and providing personalised attention to guest. This builds up a positive and strong brand image because of word of mouth where guests share their experience.








	
Element 3 - Communication 


	Communication is a critical aspect of hotel management that impacts every area of operations. Effective communication can ensure smooth operations, a positive guest experience and a strong reputation (Hoteloxig 2021). Active listening is a critical communication skill that can help hotel managers understand staff members needs and concerns and involves paying attention to what the other person is saying and responding appropriately. It can help improve communication, resolve conflicts and build trust between staff members and managers. In addition, listening actively is ought to be employed when attending to hotel guests to ensure that their needs are met effectively. This ensures that guests feel comfortable enough to return. Nonverbal communication, such as body language, facial expressions, and tone of voice, can significantly impact how messages are received. Hotel employees should be aware of their non-verbal communication and ensure that it conveys the intended message. Ramsey (2021) points out that words will only account for 7% while the remaining 93% is dependent on nonverbal cues. This is to stay, in hotel operations, addressing clients requires one to mirror their words with their actions and facial expressions. It could be detrimental to say something positive and still offer a contrary message when it comes to body language (Jouany and Martic, 2022) is dependent on nonverbal cues. This is to stay, in hotel operations, addressing clients requires one to mirror their words with their actions and facial expressions. It could be detrimental to say something positive and still offer a contrary message when it comes to body language (Jouany and Martic, 2022).







	
Element 4 - Staffing 


	
Finding the right people for the job is the first step in effective staffing and this id attained in the recruiting process. Hotel managers should develop job descriptions and requirements that are specific to the roles that need to be filled. Open job positions can be advertised on job boards, social media, and industry websites. Referrals from existing staff members can also be an excellent source of new hires. Once candidates have applied, hotel managers should conduct a thorough interview for the hiring process. This includes verifying references and conducting background checks to ensure that the candidates are qualified for the position. This being a hotel it is paramount to be on the lookout for soft skills such as interpersonal, customer service and even attitude (Campbell 2021). As Manoj (2019) explains scheduling is a crucial component of effective staffing. Hotel managers must schedule staff members to ensure that the hotel is adequately always staffed, including peak periods, weekends, and holidays. Scheduling software can be used to simplify the scheduling process and help manage staff efficiently. All this works towards ensuring the hotel can always offer the best services possible to their clients and that in the event of issues arising, there are people ready to handle it.
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