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As stated by Bardi (2010), front desk employees in hotels need a wide variety of skills to excel in their roles serving guests and keeping the hotel running efficiently.  This journal will analyse the most important skills required of hotel front desk workers. In order to illustrate the actual application and significance of these skills in the hospitality business, I will share personal thoughts and professional examples in addition to the theoretical information received via academic sources.
Tesone (2015) stated that front desk employees need to have strong communication skills. From my personal placement, I came to know that in order for them to be successful in this profession, we need to be kind, attentive listeners, and well-versed in the amenities that the hotel provides. According to Johnston et al. (2012), employees who work at front desks have strong verbal and written communication skills, which allows them to provide information in an accurate and professional manner.
According to Solomon (2018), front desk employees need to have strong interpersonal skills in order to communicate effectively with a diverse range of visitors. I realised that front desk employees need to be friendly, patient, and understanding in order to make the guests feel as though they are important to the hotel. Because of their active listening skills, they are able to properly resolve the concerns that guests may have. According to Shao (2017), front desk employees should have the ability to diffuse difficult situations via the use of tact and diplomacy.
According to Wood (2013), individuals at the front desk need to have strong organisational skills. They need to be able to respond to phone calls, emails, and emails about visitor reservations and check-ins all at the same time, which requires them to be multitasking experts. They possess the organisational skills necessary to establish priorities, maintain thorough records, and ensure that everything runs smoothly. 
According to Valen and Vallen (2014), front desk staff members need to have a solid understanding of hotel management software such as property management systems (PMS) in order to efficiently manage customers' reservations, check-ins, and check-outs at the hotel. In my placement I applied this theoretical knowledge and focus to process payments and invoices utilising point-of-sale systems. Strong technological skills among front desk staff members make it easier for them to operate these systems in a way that provides visitors with quick and accurate service.
Skills in Problem Solving skills are necessary front-desk workers, because they face a wide range of issues daily (Fallon and Rutherford, 2010). They need rapid thinking and creative problem-solving skills to handle guest requests including room swaps, billing inconsistencies, and dissatisfied service. They have the problem-solving skills to isolate the source of issues and quickly implement solutions. Collaboration with different hotel departments is an essential aspect of this talent.
Hotels attract a wide range of customers from all over the world, and their guests come from a wide variety of cultural backgrounds (Corgel et al., 2011). Workers at the front desk need to be culturally aware and empathetic in order to meet the demands of their diverse visitor population. Acknowledging and respecting guests' home cultures through appropriate welcomes and other practices can help them feel welcome and appreciated.
Due to the enormous amount of tasks that need to be accomplished simultaneously, front desk personnel need to have excellent time management skills in order to be successful (Hammer, 2016). They are able to prioritize tasks, allocate sufficient time to finish each one, and yet meet their deadlines as a result of their efficient time management skills. When time is managed well, there is never a significant delay in providing service to consumers, which in turn leads to a rise in those customers' levels of satisfaction.
According to Bardi (2010), it is necessary for front desk workers to have the ability to promote and upsell various hotel services, amenities, and upgrades to guests. They possess strong sales and upselling skills, which enables them to anticipate the demands and needs of customers and offer advice that are tailored to each individual. If front desk personnel provide tailored recommendations to guests and explain the benefits of upselling, it's possible that the hotel's bottom line will increase while guests' overall experiences at the hotel are enhanced.
To summarise, working at the front desk of a hotel requires a diverse set of skills in order to be successful topic is important in the hospitality industry to succeed. Workers at the front desk possess a variety of skills that are essential to ensuring the satisfaction of guests and contributing to the effective operation of the hotel. These skills range from interpersonal and communication abilities to technical expertise and the ability to solve problems.
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Contribution to Overall Module Assessment: 25%
In this scenario–It is the first day as a front desk associate and the 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?

	Guests will feel welcomed and appreciated from the minute they are greeted by my cheerful and outgoing personality. I hope to set the tone for their entire stay by making a good first impression.
	Before starting my shift, I will review these documents in detail to ensure a solid foundation of knowledge. With this information, I'll be able to handle a variety of scenarios and provide streamlined services.
	The strategy is built around the idea that happy customers will keep coming back, therefore it puts an emphasis on ensuring that each individual customer's needs are met through attentive, individualised service.
	Implement a thorough cross-training program for front desk employees, so that several people on the team can learn the skills necessary to take on leadership roles.


	Careful Listening: I will pay close attention to guests' questions and concerns so that I may respond with the information they need. Priority will be placed on clear and effective communication to guarantee guest satisfaction.


	Efficient Guests' arrivals and departures will run smoothly thanks to my familiarity with the booking system and check-in/check-out protocols. Transactions with guests will go more smoothly if they are processed quickly and accurately.
	Proactive and effective guest service is ensured by thorough preparation, including familiarity with procedures, coordination with other departments, attention to communication, and meticulous documentation.
	If the front desk manager is out of the office, an assistant manager or backup manager should be appointed to take charge. That person needs to be well-versed in relevant topics, competent in relevant skills, and delegated sufficient power to ensure that business as usual is maintained.

	Maintaining a professional look is important to me, so I will always dress appropriately for work and strive to represent the hotel's high standards and values in my interactions with guests. I will gain my guests' trust by always looking presentable and being friendly.
	I will be making it a point to work closely with other hotel services like housekeeping and maintenance. I will ensure that visitor requests and complaints are quickly addressed by relaying them to the appropriate departments.
	The plan prioritizes following the hotel's policies and standards, providing consistent service, and preserving the hotel's stellar reputation.
	Maintaining open lines of communication with your manager is essential for resolving any pressing issues, receiving direction, and staying abreast of any changes to established practices and rules.

	In the event that a guest has a problem or complaint, I will take an assertive stance and work to find a solution as soon and as effectively as possible. 
I will improve my guests' experience by anticipating their needs and going out of my way to accommodate their needs.

	I will set up reliable means of getting in touch with my co-workers, including but not limited to walkie-talkies, phones, and instant message boards. Timely communication during the shift will allow for more effective problem solving and guest support.

	Guests will have a better time, be more satisfied with their stay, and provide less negative feedback if problems are addressed and resolved promptly, as outlined in the plan.

	Hold frequent meetings or training sessions to bring the front desk employees up to speed on any new procedures, policies, or emergency protocols. Staff members will be ready for any situation that may arise thanks to the continual training they get.


	I will provide guests with consistent service and experiences that are in keeping with the hotel's brand promise by adhering to the hotel's standards, policies, and procedures at all times.

	The contacts with guests, reservations, and incidents that occur during my shift will be meticulously documented and recorded. As well as answering questions that may arise later, this record-keeping will facilitate a seamless transition to the following shift or the manager.

	Guests will feel more at ease and have a better impression of the hotel if the staff presents itself in a professional manner and is able to properly communicate with them.

	Create a succession plan that identifies people who could eventually be promoted to leadership roles in the front desk area. As part of this strategy, we'll be on the lookout for employees with a lot of promise and then giving them more resources to develop their skills and move up the ranks.





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)


	
Integrating several activities and streamlining procedures, Property Management Systems (PMS) are an essential part of running a hotel successfully. Reservations, visitor profiles, room assignments, check-ins, check-outs, billing, and other core operations can all be managed more efficiently with the use of a property management system (PMS) (Bardi, 2010). Using a PMS effectively requires attention to a number of details.
PMS's reservation management functionality improves a hotel's ability to properly manage bookings, keep track of inventory, and maximize income. Automatic updates to availability and immediate confirmations of bookings are made possible by the system (Corgel et al., 2011). In addition to minimising the possibility of overbooking, this also improves the comfort and convenience of guests.PMS's ability to manage guests' profiles is crucial. To provide individualized service and more precisely target advertising, hotels can now collect and keep guests' preferences, demographic data, and transactional history. Hotel employees can better meet guests' expectations, create memorable encounters, and foster loyalty by gaining access to their profiles (Vallen and Vallen, 2014).
The front desk is easier to manage because to the PMS's operational skills. It streamlines the entire check-in/out procedure, as well as room assignments, room status monitoring, and billing/payment procedures (Johnston et al., 2012). Staff can quickly accommodate guests' needs and maximize hotel utilisation with the help of the PMS's real-time visibility into room availability. Additionally, a PMS's reporting and analytics capabilities yield insightful knowledge of hotel operations and market tendencies. Data-driven decision making and revenue management techniques are made possible due to the reports it delivers on key parameters including occupancy rates, revenue per available room (RevPAR), and average daily rate (ADR) (Hammer, 2016).

	
Element 2 – Hotel reputation


	
Guests' impressions, level of satisfaction, and loyalty to a hotel are all influenced by its reputation, making it an essential part of daily operations. It takes careful consideration of many elements and efficient management tactics to establish and sustain a positive reputation (Solomon, 2018). A hotel's reputation depends heavily on the quality of the experiences it provides its guests. Guest loyalty and satisfaction can be increased by providing individualized, attentive service of a high standard. If a hotel consistently delivers above and beyond for its customers, it will get rave ratings from those guests and other potential visitors (Shao, 2017).
A hotel's reputation greatly depends on the quality of its physical facilities. Guests are more likely to have a positive experience if they find the premises to be clean, sanitary, and in good repair (Vallen and Vallen, 2012). To retain the hotel's impeccable reputation, it is vital to do routine maintenance, pay close attention to details, and employ efficient housekeeping procedures.
One of the most important aspects of hotel reputation management is how complaints are dealt with. Complaints from guests should be dealt with quickly, expertly, and sympathetically. Hotels can turn poor experiences into positive ones and show a dedication to customer satisfaction by actively listening to their visitors, acknowledging their complaints, and taking the necessary steps to fix the problems (Vallen and Vallen, 2012).


	
Element 3 - Communication 


	
When it comes to running a hotel, clear and consistent communication between employees is essential for ensuring visitor satisfaction, improving teamwork, and boosting productivity overall (Johnston et al., 2012). When planning how to improve communication at a hotel, it's important to keep a few things in mind. Effective operations depend on open and constant internal communication. The workforce at a hotel needs timely and reliable access to data like room availability, guest requests, and upcoming events. All employees can benefit from being kept up-to-date thanks to regular team meetings, shift handovers, and communication platforms like email or instant messaging systems (Tesone, 2015).
The second most important factor in delivering outstanding service is open and honest communication with guests. Active listening, empathy, and the ability to present information accurately are just some of the interpersonal skills that hotel employees should have. It is the responsibility of all hotel employees, from the front desk to the concierge to the room service, to maintain open lines of cordial and informative communication with customers in order to anticipate their needs, answer their questions, and provide them with individualized service (Bardi, 2010).
Effective communication throughout teams is fundamental for unified execution. Rooms should be cleaned and ready for new guests promptly, for example, and this requires good communication between housekeeping and the front desk. In the same vein, the kitchen and dining room personnel should have open lines of communication to ensure that customers are given up-to-date information on meal choices, allergies, and other preferences (Corgel et al., 2011).


	
Element 4 - Staffing 


	
The success of a hotel is directly tied to the quality of service provided by its staff, hence staffing is an essential component of hotel management. Recruitment, training, scheduling, and employee engagement are just few of the many facets of effective staffing procedures (Tesone, 2015).
Recruiting well-qualified employees is crucial to running a successful hotel. Hotels should employ rigorous recruitment processes, such as performing thorough interviews, reference checks, and skills evaluations (Vallen and Vallen, 2012) to guarantee the selection of qualified individuals.It is crucial to provide employees with extensive training programs after they have been hired so that they can acquire the necessary skills and information. Customer service, interpersonal and technical communication skills, and hotel regulations and procedures should all be included in training. Employees' performance and motivation can benefit from ongoing training and development opportunities (Johnston et al., 2012).
Staffing also relies heavily on an effective timetable. When planning schedules, hotel management should take busy times, employee availability, and the allocation of work into account. When hotels have the right number of employees in key positions, such the front desk, housekeeping, food and beverage, and maintenance, they can better service the needs of their guests and keep expenses down (Bardi, 2010).
Staff happiness, retention, and output all depend on engaged workers. A hotel's work environment is only as good as its employees, thus it's important for the hotel to promote an atmosphere of open communication, appreciation, and professional development. Employees that are invested in their work are more likely to go above and beyond for customers, maintain a happy attitude, and enrich the company's culture (Corgel et al., 2011).
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