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The key skills that are required to work in hotel front desk may vary from each hotel due to its size, location, and their targeted audience. Some of the skills required are good organisational skills, digital literacy, working under pressure, good telephone manner and to be familiar in handling foreign money and taking debit, credit card payments and customer service skills (CareersWales.gov, 2023). Employers today are not solely looking for workers who have basics academic taught skills like reading, writing, oral communication and listening skills but also higher order thinking skills like reasoning, creative thinking, decision making and problem solving (Banu Kenayathulla et al., 219AD). Personal qualities like, habits, attitudes, social grace that can make an employee a good fit as this will enhance their work performance, interactions and career progression and career longevity (Vasanthakumari, 2019). Hospitality industry is a fast-growing industry, with fierce global competitors, multigenerational workforce, rapid digital advancements, and the need for knowledge-based economy is vital for career development (Dhaliwal and Misra, 2020). Good communication skills whether verbal, written or body language are vital in hospitality as it is the core skills required especially at front desk. At front desk is the first point of contact for guest and through this interaction is where guest form an opinion whether negative or positive through verbal and nonverbal cues (Islam and Kirillova, 2020). Digital literacy is an important skill for employees to have as society has moved from conventional economy reliant on physical labour and commodities to an economy based on knowledge and human capital (van Laar et al., 2020). Hospitality industry has evolved technologically with an online presence for information, communication, customer engagement, social connectivity (Busulwa et al., 2022).Most hotels have their own systems for front desk to operate ,from internal or external communications via emails with colleagues and clients, checking in and out systems .Also maintaining web page has accurate information regarding occupancy ec , this means that employees need to be digitally literate in order to have transferable skills for the future. Excellent customer service and working under pressure is also necessary as hospitality employees are first in line to receive negative experiences with dissatisfied customers who are frustrated with the service they have received. It is important for business to encourage frontline employees to find ways to defuse situations so that it will not escalate by offering prompt service (Zhu et al., 2019). Customer service from employees can determine a customer’s perception of a brand and influence their experience, this can be detrimental in retaining customers if customer service is not good (Prentice and Nguyen, 2020). Good telephone manner can also come under customer service skills but more focused on tone of voice, vocabulary as in the choice of words used to represent the brand to potential and existing clients. This is important as the client has nothing to go off by other than limited form of communication which will emphasise little things like tone of voice, choice of words, energy, or mood during verbal exchange. Organisational skills can also come under working under pressure as employees will be multi-tasking several things at the same time while maintain good service. During my placement period observing front desk staff I noticed the importance of company knowledge as some guest will ask the historical background off Cardiff Marriot and company policy. Also, an in-depth knowledge of inhouse system and how they work as rooms will need to be cleaned if requested or ready to be resold. Customer complaint or dissatisfaction will need to be rectified in a manner that will not escalate situation or interfere with clients stay. Front office is the main point of contact for any queries for clients and they expect quick resolutions from any member of staff working there whether it is for a stay or company conference being held.
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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.

	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?


	By having a to do list will show if anything is running behind.

Arranging task from important to things that can be delayed. 

Examples would be, checking occupancy and any rooms needing maintenance will not be sold if will be a detriment to hotel image and reputation.
Team breaks can be delayed till after busy periods etc.

	By having a list detailing all daily activities and follow up activities left open has been resolved.
This will mean less errors and over looks being made when it is busy.

This will also mean good time management and multi-tasking.
	By having deputy managers/supervisors or team that are trained in all scenarios and are comfortable in working in this scenario.
Staff that are comfortable in taking initiative and working independently and as part of team will mean if this scenario happens then the day will still go smoothly. If action plan is followed deadlines can be met and goals exceeded.




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)


	

PMS is system software used in front house of hotels to manage check in and out, room allocations, reservations, and occupancy status of hotel, which allows smooth service for client as front office can cater to client efficiently. The system can also be used to upsell rooms to clients that would otherwise be free upgrades and can generate revenue for hotels, this is one of the oldest methods used to sell (Denizci Guillet, 2020). Property management systems also has real time functions enabling room reservation from third party booking systems like booking.com while also generating accurate invoices for clients across different countries. The system allows tracking of room status from point of occupancy to checking out and housekeeping cleaning room. By having this system, it allows hotels to compete with competitors while also adapting technological advancements (Alrawadieh et al., 2020). The system also has security measures in place that will protect sensitive information of clients adhering to data protection act. Another aspect of property management systems to look at is that of energy efficiency within hotels that will enable hotels to manage and distribute energy efficient ways of water and, electricity distribution so that to manage wastage and in return reduce carbon footprint (Mariano-Hernández et al., 2021).





	
Element 2 – Hotel reputation


	
With the rise in electronic word of mouth popularity which influences consumer buying behaviour it is vital that hotels maintain a good brand image to attract and retain customers (Reyes-Menendez et al., 2019).With changing consumer trends and possibilities of fake information being spread that can possibly have a negative effect on hotel brand, it is important that all digital presence of hotel should be maintained in a positive way to gain consumer trust. Positive corporate image can also influence consumers perceived value and satisfaction for potential new customers, meaning that those with high level of customer satisfaction will retain customers rather than relying on new customers  (Wai Lai, 2019).Corporate image is just as important as brand image as it influences consumer buying based on the corporate image being responsible , especially with the rise in consumer awareness regarding the environment (Indah and Nizar, 2021).Negative customer feed back or reviews left on websites like trip advisor does not necessarily mean its bad for business as hotels can use this information to rectify situations adapt to new trends in order to compete with its competitors.







	
Element 3 - Communication 


	
With the pandemic being a perfect example of how direct, clear communications is essential between corporate and hotels. The pandemic hit the travel and tourism industry the hardest which meant corporate, and hotels had to navigate positive recovery stages through clear and direct communications (Wong et al., 2021). With the trend in robotic and humanoid services in the hotel industry it is vital that there is direct, consistent, and clear communication as this can enhance service delivery and consumer experience (Luo et al., 2021).The rise in digital presence has meant that digital marketing has become fundamental for hotels to maintain brand and create a closer relationship with consumer , through the use of social media (Silva et al., 2023).Communication is essential in all aspects of hotel management has without it the hotel could not simply function , from communication with suppliers , waste collection , customers, team coordination in various departments and digital correspondents. Most importantly to maintain guest and staff safety, all safety information is legally required to be provided to guests and employees. This can be through fire exit signs to mandatory health and safety training for employees.







	
Element 4 - Staffing 


	
	
Finding the right staff for a hotel and its targeted audience is vital for the outcome of guest experience and satisfaction, example would be luxury hotel brands need to maintain a high-level guest satisfaction (Padma and Ahn, 2020). A successful hotel attributes its success to its workforce, therefor employee retention has been noted as an advantage to its competitors (Ghani et al., 2022). Although economic and political factors can affect staff fluctuations, if not addressed can have a negative effect on customer experience and loyalty (Zámečník and Kožíšek, 2021). By retaining valuable staff and in return maintaining excellent hotel image, experience, and guest satisfaction, it will also reduce the time and cost to train new employees. By offering competitive pay, vouchers, discounts in various shops, pension schemes, flexible working hr and most importantly employee recognition. By creating these incentives will not only financially reward employees but also will help in employee retention.
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