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Component One:
What are the key skills required to work on the hotels' front desk? 
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        Working at the front desk of a hotel demands a distinct skill set and a deep understanding of the hospitality industry. Any lodging establishment's nerve centre is the front desk, the first point of contact for visitors, and the focal point of many operational functions; hence the specific set of abilities and qualities needed to work at the front desk to perform various jobs and deliver first-rate customer service. In this essay I will examine the critical competencies necessary to succeed at a hotel front desk role using examples from the business, my own experiences, and the application of theoretical knowledge in the hospitality sector. These abilities are necessary to deliver outstanding customer service and cultivate a pleasant environment.

I have learned that effective communication is an priority for the success of any front-office professional. Building rapport with visitors requires both verbal and textual communication that is concise and well-articulated, as one can answer visitor questions through active listening and meaningful responses. The illustrious Hilton Hotels & Resorts network is one business example that emphasizes the significance of these abilities. The hotel chain is renowned for providing excellent client care and attention to visitors to deliver a seamless experience, and they value effective communication while actively engaging visitors and foreseeing their needs. As a customer on the premises, I witnessed first-hand the significance of effective communication when assisting guests from diverse backgrounds. I learned that by actively listening, using appropriate language, and conveying information accurately, I could foster positive guest experiences and avoid misunderstandings.

In a front desk position, multitasking and time management skills are essential, as explained by Olimovich. Front desk employees are faced with a never-ending list of duties and obligations, from taking phone calls and managing reservations to processing paperwork and dealing with visitor needs. All visitor interactions and operational requirements are successfully handled by prioritizing tasks, organization, and effective time management. I have gained the ability to manage multiple duties simultaneously via experience, including answering the phone, scheduling reservations, and responding to visitor requests. Prioritizing responsibilities according to their urgency and relevance has proven essential to guarantee a smooth operation. The front desk of a busy airport hotel is one prominent example that highlights the importance of multitasking and time management. These businesses frequently deal with high guest churn and ongoing requests. The front desk staff has a variety of administrative responsibilities, in addition to checking visitors in and out and organizing airport transportation, housekeeping coordination, and other tasks. Even during times of high demand, it is evident that maintaining organization and providing quick service is very beneficial.

The front desk profession highly prize problem-solving abilities and attention to detail. During their visit, guests could experience various problems, from mismatched rooms to service demands. Front desk employees need to be quick thinkers who can stay composed under pressure and develop ideas that work. The ability to efficiently manage issues improves guest happiness and overall experience, whether dealing with meeting a last-minute request, or resolving a billing issue. As a front desk employee, I have encountered various guest concerns that called for quick thinking and problem-solving abilities. I have handled difficult situations and effectively resolved problems by being serene and quiet. In this industry, attention to detail calls for accurately recording visitor preferences, arranging room allocations, and processing payments. It is a powerful differentiator and a great contributor to customer satisfaction.

In the hospitality sector, theoretical knowledge is essential because it provides a framework and foundation that can be applied to actual circumstances, allowing the comprehension of the guiding principles behind the skills needed for a hotel front desk role. Effective communication, customer service, multitasking, problem-solving, and attention to detail are just a few of the abilities covered in this essay that have theoretical foundations. By grasping the subtleties of these skills, one can apply them via experience and modify them to fit different circumstances, ensuring their efficacy.

Jawabreh discuss the importance of the skill set needed for a hotel front desk role and argue that they are crucial in the hospitality sector. The front desk is the hotel's public face, and how well the staff treats guests significantly impacts how they view the place. Front desk employees may improve first impressions, promote guest pleasure, and contribute to the company's overall success by having these crucial talents.

Front desk staff members play crucial roles in hotels and need particular qualities to manage various activities and deliver first-rate customer service. The application of theoretical frameworks in communication, customer service, multitasking, time management, problem-solving, and attention to detail by front desk staff determines their effectiveness in the business. Front desk workers can deliver excellent guest experiences, uphold the hotel's reputation, and contribute to the development of the industry by fusing academic knowledge with real-world experience.
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Component Two:
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?


	
Acquire a comprehensive understanding of the establishment.

	1. I will fully understand the hotel's fundamental values, mission, and standards to match better my activities and interactions with the organization's overarching vision. It will enable me to deepen my understanding of the distinguishing characteristics that make it stand out from other establishments. This knowledge will enable me to convey the hotel's distinctive personality effectively and develop a seamless guest experience.
2. I will review the current schedule in great detail and become familiar with the duties and obligations assigned to each shift. It will give me a clear idea of what is expected of me and enable me to set priorities and manage my time correctly.
	· I can efficiently put the hotel's concept into action if I thoroughly understand everything. With this knowledge, I will confidently explain to customers the hotel's distinctive selling characteristics and help them connect with and believe in the hotel's brand promise.
· This knowledge will help me confidently make decisions, provide individualized service, and go above and beyond for the benefit of the guests.
	Having well-documented protocols in place is essential to promote a smooth transition during unplanned absences. A manual outlining the standard operating procedures for various duties and functions within the front desk department must be made widely accessible. The guidebook will cover a variety of situations, such as check-ins and check-outs, as well as how to handle visitor inquiries, manage reservations, and deal with frequent problems that could occur while a visitor is there. This thorough resource will give me, or any temporary substitute, the information I need to handle daily operations because it provides clear guidelines and directions.

	
paying meticulous attention to detail     

	1. I will immerse myself in the intricate details of the front desk duties to manage various jobs and uphold a high standard of service.
2. I will ensure that all relevant information is appropriately documented, and that guests' identities and reservations are confirmed. I reduce the possibility of mistakes or misunderstandings by double-checking every tiny detail, giving visitors a flawless experience from the outset of their stay.
3. I will track and evaluate ongoing operations to spot problems or bottlenecks before they worsen. Providing a flawless visitor experience will entail reviewing the availability of rooms, keeping track of maintenance requests, or working with other departments.
	· A devotion to detail shows a dedication to perfection. Front desk staff may ensure every detail is noticed by closely examining all aspects of guest interactions, from check-ins to requests. This concentration level assures visitors that their requirements are the utmost priority and exudes a sense of care and professionalism.
· Reliability and trust are fostered by paying close attention to detail. The front desk is trusted by guests to accurately handle their reservations, protect the security of their data, and respond to any issues as soon as they arise. I will inspire guests' trust and build a foundation of assurance by showcasing a strong eye for detail.
	Find suitable team members who could take on temporary managerial duties in a supervisor's absence. I will recommend that management provide these people with specific training and mentoring so they may become familiar with managerial responsibilities, decision-making techniques, and efficient teamwork. This precaution will guarantee a seamless transfer of authority and maintain operational stability while critical personnel are absent.

	
Upholding effective communication. 
Understanding the power of a warm and welcoming demeanour is critical to creating an atmosphere of approachability and making guests feel comfortable and valued.

	1. I'll adopt a friendly, open, and attentive tone in our discourse.
2. As visitors frequently arrive with various needs and expectations, I will make it a point to listen and engage in meaningful conversation actively. By carefully listening to and comprehending their issues, questions, or preferences, I can modify my comments and actions, accordingly, offering individualized and customized service.
	· In the world of guest service, communication is the key to any effective interaction. I can ensure that the hotel presents itself well to visitors by embracing the art of communication, promoting a satisfying and memorable experience.
	To enable efficient information exchange and collaboration within the team, provide strong communication channels. It will involve online tools to inform everyone of updates, changes, and critical issues, such as messaging apps or project management software. All team members must be informed to respond quickly to unforeseen circumstances and make wise decisions; this is only possible through clear and timely communication.

	Handle challenging situations with grace and maintain professionalism.


	1. I'll face complex problems with a relaxed, collected attitude. I will retain a professional and sympathetic demeanor, recognizing that feelings can intensify during discontent or frustration. I will work to reduce tension and establish a favorable setting to solve the problem at hand.
2. I'll act professionally by avoiding becoming angry or aggressive and remembering that the guest's complaints are frequently motivated by valid worries. Instead, I will take a polite and cooperative tack, working with the visitor to find a mutually agreeable solution.
	· If I show genuine care and concern, the guest will feel that their issues are taken seriously and that their satisfaction is still a top priority.
· Even in the face of challenging circumstances, I treat the visitor respectfully and professionally, displaying the hotel's dedication to offering a satisfying and sympathetic stay.
· By taking these steps, I will turn difficult circumstances into chances to improve the hotel's reputation and leave a favorable, long-lasting impression on visitors.
	Ensuring that each team member's tasks and responsibilities are clearly defined before the manager's absence. Specific duties should be delegated to designated persons, such as managing check-ins, handling guest inquiries, collaborating with other departments, or making crucial decisions. Everyone knows their tasks thanks to clearly defined assignments, which promotes efficient cooperation and management of guest needs.

	
adhering to the established protocols in place

	1. I will familiarize myself with the hotel standard operating procedures and principles to guarantee that my activities are consistent and professional.
2. I will proactively interact with housekeeping, maintenance, and other relevant organizations to ensure that guest requests are met as soon as possible and that any issues are handled as quickly as possible.
	· The plan is based on the fact that it adheres to the hotel's set protocols. These procedures are intended to assure uniformity, efficiency, and customer satisfaction. By following them, I ensure that the hotel's standards are met and that I can confidently represent the hotel in a way that upholds its reputation and meets the expectations of our valued guests. In addition, even when the manager is absent, I can provide a consistent and excellent guest experience.
	Increased managerial cross-training for front desk staff; each employee will be prepared to perform management responsibilities in the manager's absence, thanks to thorough training and a culture that promotes lifelong learning. By providing cross-training, it will also be possible to ensure that suitable replacements are available, minimizing the effects of the manager's absence on daily operations.



Component Three:
Describe the key elements that are required when considering these four elements of hotel operations:

	
Element 1 – Property Management Systems (PMS)


	
A property management system (PMS) is software that facilitates the administrative tasks and reservation management of a hotel. PMS is responsible for managing all aspects of hotel operations, such as the delivery of superior experiences for guests. The most important elements of PMS are reservations, front-desk operations, housekeeping, channel management, payment processing, and occupancy management.
In modern hotels, online bookings are the most sales channel since the development of technology. The reservation element is one of the effective elements of PMS, which helps in controlling and managing all online bookings. This reservation element of the hotel helps in holding all inventory dates and data and sending the information to the front desk. It also helps in optimizing the hotel website to enhance customer engagement, revenue profitability, as well as data. The reservation serves the following core functions in the hotel operations; the software gathers online transactions and groups them based on their categories and types, the element also checks the availability of rooms and shows free rooms in all channels and booking engines, and it helps in preventing double booking or overbooking by guests.
Front-desk operations are important elements in the hotel since they make direct encounters with customers. The primary functions of the element are to help check-in, guest services, check-out, and inquiry. Front office as the nerve centre of the hotel because they are responsible for helping guests efficiently. The front-desk element helps office manager to access room status to update information concerning reservations, the current as well as upcoming, to avoid any confusion.






	
Element 2 – Hotel reputation


	The key elements responsible for hotel reputation management are communication, marketing, and public relations. He also explains that the hotel reputation can be a social construction depending on what guests and people think about the hotel as well as the efforts that the company puts into defining its reputation. The elements important to build a strong hotel reputation are guest satisfaction and service quality.
Guest satisfaction is determined by how successfully a hotel makes guests happy and satisfied with its services. This also increases competitive advantage, which increases hotel profits and, as a result, growth. Therefore, guest satisfaction is a fundamental element for a good hotel reputation. Hotels should strive to ensure the services they provide should meet a high level of standards and meet the guests’ expectations such as cleanliness, comfort, facilities, amenities, as well as the overall experience while staying in the hotels. Satisfied customers are responsible for building a positive reputation for the hotel.
          Quality services foster loyalty and customer satisfaction, which are crucial for creating a positive reputation for the hotel. The hotel should provide quality facilities, including furniture and services like cleaning. Also, quality services mean the hotel should be able to deliver services according to the liking of guests without error or delay. In case of guest complaints, the hotel should be able to address and respond quickly to their requests and concerns. The hotel staff should be able to demonstrate professionalism and competence; this will have a great impact on guest satisfaction as well as the hotels reputation.







	
Element 3 - Communication 


	Communication is the heart of the operation strategy of a good hotel. Communication entails the exchange of information as well as messages among different staff members, departments (cross-communication), and guests. It is essential for hotels to enforce standards in communication elements, and this can be achieved through proper training, the use of technology, and the proper use of communication channels and tools. More so, hotels should actively promote cross-communication to promote collaboration and teamwork within the organization. It is also essential for hotel leaders to eliminate existing barriers that can hinder effective communication for successful hotel operations.
Hotels should adopt a strategy based on persistent progress to continuously train staff members to enhance their communication skills. This includes workshops aimed at active listening, customer service, conflict resolution, and effective communication strategies. Training can also facilitate staff members’ collaboration and provide an opportunity to address guests’ feedback and concerns. Proper training can standardize and elevate the staff members efforts and improve their communication techniques. 
            For effective communication, hotels should develop different communication tools to enhance communication and convey clear information between guests and the hotel departments to create a better guest experience. Communication channels can be emails, phone calls, face-to-face meetings, and communication tools like walkie-talkies. The channels and tools should be used strategically to reduce communications errors; more so, they should be used depending on the confidentiality, urgency, and nature of the message. Communication channels are essential to ensure effective communication in hotels.







	
Element 4 - Staffing 


	
Staffing is a crucial management function which is linked to the selection, recruitment, training, development, and compensation of human resources in a hotel for the successful operation of the hotel. Staffing ensures the effective performance of all the management functions by employing experienced and skilled human resources to provide standard services. Also, its responsible for effectively discharging other management functions if there are not performing well, cannot utilize resources well, or not being competent.
     Recruiting and selecting a workforce to fill in positions in the hotel is an important element in staffing or human resource activities in hotel operations. Hotels should consider using a systematic procedure in recruiting and selecting a workforce to ensure they have the right people for specific roles in hotel activities in order to avoid absenteeism, disciplinary problems, low morale, and dismissals. Therefore, addressing recruitment and selection in the proper way can result in successful decisions and a cost-effective way of staffing.
Hotels have diverse workforces, including managers, check-in clerks, and concierge providers, which reflects the hospitality culture of the hotel. Therefore, training and development are crucial elements to be considered from the top management to the bottom on values and standards according to a specific hotel since different hotels have different cultures. Leonard argues that taking time to train people will enable the company to identify talent that can be developed for specific management positions. Training can be done for basic skills like how to interact with guests and communication skills for efficient operations, and diversity and teamwork training to demonstrate unity in the hotel to guests, to enable the hotel to provide the same experience to all guests.	








		Word Count
	1,045




References

Bardi, J.A., 2021. Hotel-Front-Office-Management. http://elibrary.gci.edu.np/bitstream/123456789/3237/1/Bt.447 by-James-A.-Bardi-Hotel-Front-Office-Management-486525-.pdf 
Cirino, D. (2020) Here's why staffing is important in organizations, ACE Employment Services. Available at: https://aceboston.net/heres-why-is-staffing-important-in-organizations (Accessed: 01 June 2023).
Çizel, B., 2015. What makes a successful hotel reputation management strategy: qualitative research on TripAdvisor hotel reviews. In SITCON 2015-Singidunum International Tourism Conference (pp. 182-186). Singidunum University.
Datu, Y.A., Limantoro, S.W., Soelistiyowati, E., Hardjanto, T.D. and Fuadi, Y., 2020. ESP Test For Hotel Front Office: Is It A Need? PEOPLE: International Journal of Social Sciences, 6(1), pp.690-704.
Ebighgbo, T., 2011. HUMAN RESOURCES MANAGEMENT IN HOSPITALITY INDUSTRY. The Nigerian Journal of Research and Production Volume, 18(2).
Elle (2022) Communication in the hospitality industry, Guest Joy. Available at: https://guestjoy.com/blog/communication-in-the-hospitality-industry (Accessed: 01 June 2023).
Hilton Hotels & Resorts. (2023). Available at: https://www.hilton.com/en/hilton/ 
Jawabreh, O., Al Fayoumi, T. and Bareya, A., 2022. CUSTOMER SATISFACTION TOWARDS COMMUNICATION SKILLS OF FRONT OFFICE STAFF AT THE HOTEL (CASE STUDY FIVE STARS HOTELS IN AQABA). Geo Journal of Tourism and Geosites, 44(4), pp.1312-1318.
Kusluvan, S., 2003. Human Resource Management in the Tourism and Hospitality Industry. Managing employee attitudes and behaviours in the tourism and hospitality industry, p.1.
Leonard, K. (2019) The importance of training &amp; Development in the hospitality industry, Small Business - Chron.com. Available at: https://smallbusiness.chron.com/importance-training-development-hospitality-industry-64312.html (Accessed: 01 June 2023).
Ltd., I.I.Pvt. (2022) The importance of reservation management system in the hospitality industry, LinkedIn. Available at: https://www.linkedin.com/pulse/importance-reservation-management-system-hospitality (Accessed: 01 June 2023).
Masood, Z., Hoda, R. and Blincoe, K., 2020. How agile teams make self-assignment work: a grounded theory study. Empirical Software Engineering, 25, pp.4962-5005. https://link.springer.com/article/10.1007/s10664-020-09876-x 
Moro, S., Lopes, R.J., Esmerado, J. and Botelho, M., 2020. Service quality in airport hotel chains through the lens of online reviewers. Journal of Retailing and Consumer Services, 56, p.102193.
Nunkoo, R., Teeroovengadum, V., Ringle, C.M. and Sunnassee, V., 2020. Service quality and customer satisfaction: The moderating effects of hotel star rating. International Journal of Hospitality Management, 91, p.102414. https://westminsterresearch.westminster.ac.uk/ 
Olimovich, D.I., Bakhtiyorovich, T.M. and Salimovna, N.G., 2020. Improving of personnel training in hotel business. Academy, (2 (53)), pp.18-19.
Olimovich, D.I., Temirkulovich, U.J. and Bakhodirovna, M.M., 2020. Mechanisms of improving staff training. Academy, (2 (53)), pp.20-21. https://cyberleninka.ru/article/n/mechanisms-of-improving-staff-training/pdf 
Oracle (2023) What is a hotel PMS (Property Management System)? What is a Hotel PMS (Property Management System)? | Oracle Kenya. Available at: https://www.oracle.com/ke/hospitality/what-is-hotel-pms/ (Accessed: 30 May 2023).
Rahman, R. (2023) Importance of guest satisfaction in Hotel Industry, Bdtask. Available at: https://www.bdtask.com/blog/importance-of-guest-satisfaction-in-hotel-industry (Accessed: 31 May 2023).
Revfine.com (2022) Hotel Operations Guide: Learn How to Run Your Hotel successfully, Revfine.com. Available at: https://www.revfine.com/hotel-operations/ (Accessed: 30 May 2023).
Setupmyhotel (2023) Home, Front Office Department Introduction, Operations and Functions. Available at: https://setupmyhotel.com/train-my-hotel-staff/front-office-training/743-front-office-introduction-operations-functions.html (Accessed: 31 May 2023).
Swanson, E., Kim, S., Lee, S.M., Yang, J.J. and Lee, Y.K., 2020. The effect of leader competencies on knowledge sharing and job performance: Social capital theory. Journal of Hospitality and Tourism Management, 42, pp.88-96. https://doi.org/10.1016/j.jhtm.2019.11.004 

 


image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




