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Working at the front desk of a hotel can be a challenging but rewarding job. It's a vital role in the hospitality industry, as the front desk is usually the first point of contact for guests. As such, there are several key skills required to excel in this position. Here are some of the most important skills that are needed to work at the front desk of a hotel.
	Communication skills excellent communication skills are essential for working at the front desk of a hotel. Front desk staff must be able to communicate effectively with guests, colleagues, and other departments within the hotel. This includes being able to speak clearly and confidently, listen actively, and respond appropriately to inquiries and requests.
	Interpersonal skills are also important for working at the front desk. Staff members must be able to build rapport with guests, create a welcoming and friendly environment, and handle complaints and difficult situations with tact and diplomacy.
 Customer service skills are paramount for any hospitality job, and working at the front desk of a hotel is no exception. Staff members must be able to anticipate and meet the needs of guests, provide helpful information and recommendations, and resolve any issues that arise quickly and effectively.
	Organizational Skills Front desk staff must be highly organized and able to multitask effectively. They need to be able to juggle multiple responsibilities, such as checking guests in and out, answering the phone, responding to emails, and handling payments and billing.
	Attention to Detail Attention to detail is also crucial for working at the front desk. Staff members must be able to accurately process and record information, such as guest names, room numbers, and payment details, and ensure that all records are up-to-date and accurate.
	Problem-Solving Skills Working at the front desk can be a fast-paced job, and staff members must be able to think quickly on their feet to resolve any issues that arise. This requires strong problem-solving skills and the ability to stay calm and composed under pressure.
	Technical Skills Front desk staff must be comfortable using a variety of different technologies, including hotel booking and management systems, point-of-sale systems, and other software and hardware. They must also be able to troubleshoot technical issues quickly and efficiently.
Computer skills: Hotel front desk associates use various computer programs to manage guest reservations, process payments, and generate reports.
	Sales Skills While not necessarily a requirement for all front desk positions, some roles may require staff members to have sales skills to upsell guests on additional services or amenities. This requires strong communication skills, as well as the ability to identify guest needs and make appropriate recommendations.
	Cultural Awareness and Sensitivity Working in the hospitality industry requires awareness and sensitivity to different cultures, backgrounds, and identities. Front desk staff must be able to interact respectfully and appropriately with guests from diverse backgrounds and be able to provide service that is inclusive and welcoming.
	Time Management Skills Finally, front desk staff must be able to manage their time effectively to prioritize tasks and responsibilities. This includes the ability to balance multiple tasks at once and to work efficiently and effectively under pressure.

In conclusion, working at the front desk of a hotel requires a diverse range of skills, including communication, interpersonal, customer service, organizational, attention to detail, problem-solving, technical, sales, cultural awareness, and time management skills.
 Those who possess these skills will be well-equipped to provide excellent service to guests and excel in this challenging and rewarding role.
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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 a quick resolution of this scenario in the future?


	Train employees: The hotel should train its employees, including front desk staff, housekeeping staff, and restaurant staff, on how to represent the hotel in a professional and welcoming manner.

	Prioritize communication: Clear communication between team members and departments is essential for smooth operations.
	The effectiveness of a plan would depend on a variety of factors, such as the purpose of the plan, the resources available to execute it, the timetable for implementation, the level of cooperation and support from stakeholders, and potential unforeseen obstacles or risks. 
	Ensure guest safety: The safety and security of guests is paramount. In an emergency situation, I would make sure to evacuate guests to a safe location, provide medical assistance if necessary, and notify emergency services as needed.

	Provide excellent customer service: The hotel should strive to provide exceptional customer service to guests.


	Be organized: Stay organized throughout your shift by keeping a to-do list or using a scheduling app to track tasks and deadlines.
	The best way to evaluate the effectiveness of a plan would be to set clear goals and objectives, measure progress toward those goals, and adjust the plan as needed based on feedback and data-driven insights.
	Implement the hotel's contingency plan: If the hotel has an established contingency plan, I would follow it closely, taking all necessary steps to ensure a quick resolution of the scenario. If there is no pre-determined plan, I would work with the management team to develop and implement one.



	

	
	
	

	
Maintain a positive online presence: The hotel should actively manage its online presence, including responding to reviews and engaging with guests on social media platforms.

	Work as a team: Hotel operations involve several departments working together, so it's important to foster a sense of teamwork and collaboration.
	
	
By implementing this contingency plan, I would ensure that any unexpected scenarios are handled quickly and efficiently, minimizing any disruption to guests' stay and ensuring their safety and satisfaction.

	

	
	
	



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 System (PMS) is a software platform used in the hotel industry to manage operations such as reservations, check-in and check-out, billing, room inventory, housekeeping, and reporting. PMS is a central platform that enables hotel staff to manage all aspects of guest stays and the hotel's operations, including room allocations, rate management, guest profiles, and payment processing.
PMS have become an essential tool for hotels of all sizes, from small, independent properties to large hotel chains, to manage their operations efficiently and effectively. With a PMS, hotel staff can perform a variety of tasks, such as managing room inventory, creating room rates, and processing reservations, all in one centralized location.
PMSs have evolved over the years and now come with a range of features, including online bookings, mobile check-in, and integrated payment processing. Additionally, some PMSs can integrate with other hotel technology systems such as point-of-sale systems, revenue management systems, and customer relationship management (CRM) tools.
Overall, a PMS is a vital technology platform that can help hotels streamline their operations, improve the guest experience, and increase revenue. By using a PMS, hotels can enhance their ability to manage guest stays and their overall business more efficiently and effectively.







	
Element 2 – Hotel Reputation


	
A hotel's reputation is its perceived image and standing among guests, potential guests, and the wider community. A hotel's reputation is built over time and is influenced by a range of factors, including the quality of the hotel's facilities, guest experiences, online reviews, social media presence, and overall brand image.
A hotel's reputation is essential in the hotel industry as it can significantly impact its ability to attract guests and generate revenue. Guests often rely on online reviews and ratings to make decisions about where to stay, and a negative reputation can deter potential guests from choosing a particular hotel.
To manage and maintain a positive reputation, hotels must focus on providing exceptional guest experiences and consistently delivering high-quality services. This involves paying attention to every aspect of the guest experience, including check-in and check-out, room cleanliness and comfort, amenities, customer service, and food and beverage offerings.
Hotels can also monitor their reputation by tracking guest reviews and ratings on online review platforms, such as TripAdvisor and Google Reviews, and responding promptly and professionally to any negative feedback. In addition, hotels can leverage social media platforms to engage with guests and promote positive guest experiences, as well as implement strategies to encourage guests to leave positive reviews and ratings.







	
Element 3 - Communication 


	
Communication is a critical element in the hotel industry as it enables hotels to provide exceptional guest experiences and manage their operations effectively. Effective communication ensures that guests' needs are met, staff can work together seamlessly, and any issues are resolved promptly.
Effective communication in the hotel industry involves both internal and external communication. Internal communication involves communication among hotel staff, while external communication involves communication with guests, vendors, and other external stakeholders.
Internal communication in the hotel industry is crucial in ensuring that hotel operations run smoothly. This includes communication between front-of-house and back-of-house staff, between shifts, and between different departments. Hotel staff must communicate clearly and effectively to ensure that guests receive prompt service and that any issues are resolved promptly.
External communication is essential in ensuring that guests receive accurate information and feel valued during their stay. This includes communication with guests through various channels such as phone, email, in-person interactions, and digital channels such as social media. Effective external communication involves providing clear and accurate information to guests, addressing their concerns promptly, and building strong relationships with them.
To enhance communication in the hotel industry, hotels can implement various strategies, including:
Regular staff training: Regular training sessions can help hotel staff communicate more effectively with each other and with guests.
Use of technology: Technology can improve communication between staff and guests, such as using messaging apps, automated messaging systems, and electronic signage.




	
Element 4 - Staffing 


	
Staffing is a critical element of hotel operations that involves the selection, recruitment, training, and management of employees. The key elements that are required for effective staffing in hotel operations include:
Job analysis: A thorough job analysis is essential to identify the skills, knowledge, and abilities required for each position in the hotel. This analysis should also identify any physical, mental, or emotional demands of the job to ensure that candidates are suitable for the position.
Recruitment: Effective recruitment strategies are essential to attract qualified candidates to apply for open positions. This can include job postings on job boards, social media platforms, and the hotel's website. Other strategies can include employee referrals and partnering with local educational institutions.
Selection: The selection process should be structured and objective to ensure that the best candidates are selected for each position. This can include reviewing resumes and applications, conducting interviews, and conducting pre-employment testing, such as skills assessments and background checks.
Training: Once employees are hired, effective training is essential to ensure that they have the knowledge, skills, and abilities to perform their job duties effectively. Training can include orientation, on-the-job training, and formal training programs.
Performance management: Effective performance management is essential to ensure that employees are meeting the expectations of their job duties. This can include setting goals, providing feedback, and conducting performance reviews.
Employee engagement: Engaged employees are more productive, more likely to provide exceptional customer service, and less likely to leave the hotel. Strategies for engaging employees can include providing opportunities for career development, recognizing and rewarding employees for their performance, and creating a positive work environment.
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