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Working at the front desk of a hotel requires having some specific skills. The main responsibilities of a hotel front desk executive are greeting guests, answering all customer queries, answering all incoming calls and emails, managing guest check-in and check-out, maintaining customer interactions, and others. The front desk in a hotel plays a crucial role in the presentation of the overall goodwill of the organisation (Bardi, 2010). Therefore, to fulfil these roles and responsibilities, employees of the hotel front desk required some specific skills. Having those skills allows candidates to attract employers and increase the chances of starting their career in this job position. The followings are some key skills that I require to develop to work at the hotel front desk.
Communication skills: 
Employees of the hotel front desk must have effective communication skills to properly interact with guests. The responsibilities of a hotel front desk start from before guest arrival and guests mainly interact with front desk executives for each requirement and issue. Therefore, employees at the front desk must have effective verbal communication and active listening skills (liveabout, 2023). Moreover, they have to attend phone calls to respond to customer queries and effectively understand the needs and issues of guests. As they often have to reply to emails regarding customer queries, they should have sufficient written communication skills.
Organisation skills: 
Employees who work at the front desk of a hotel require organisation skills that can allow them to perform different tasks and responsibilities in an efficient manner. As key responsibilities of front desk executives include welcoming guests, working on computers, receiving phone calls, solving customer-related issues, and others, effective organisation skills will have them organise their daily tasks based on their priorities (Wood, 2013). 
Presentation skills: 
Presentation skills are very important to fulfil the job role of a hotel front desk executive. With the help of effective presentation skills, they will be able to present important information regarding the hotel and its offerings as well as present themselves efficiently in front of guests (Tesone, 2015). As the first interaction of guests develops with front office executives, they have to focus on maintaining the first impression. In this case, employees of front desks need to have the ability to maintain eye contact and body language, avoid distractions, and focus on their gestures to be more presentable in front of guests.
Problem-solving skills: 
Having good problem-solving skills is important for those individuals who are pursuing a job at the hotel front desk. While working, many kinds of problems may arise for a front desk executive, such as work-related issues, customer management problems, workplace conflict, and others. In this case, with the help of problem-solving skills, front desk executives can identify problems from their core and utilise the best solutions to overcome them. Moreover, these skills can enable them to deal with various issues associated with guests, effectively plan for a suitable response, and utilise a proper solution without being stressed (Corgel et al., 2011).
Technical skills: 
In recent times, with the immense growth of technology, employers in the hospitality industry are looking for candidates with some basic technical skills. Hotel front desk executives require technical skills to work on computers and software. They require to know about operating certain processing systems to record customer information and manage transactions. Though most hotels nowadays provide on-job-training to improve the technical skills of employees, candidates perusing hotel front desk jobs must have basic technical skills and knowledge (Melian-Gonzalez and Bulchand-Gidumal, 2017).
While working in the hospitality industry, it is moreover important to apply theoretical knowledge to fulfil the job role. Therefore, I will apply my theoretical knowledge in the workplace by utilising my understanding of the specific job role and responsibilities. While completing my course, I have gained some basic knowledge about the hotel front desk job role which will further help me to properly fulfil my responsibilities in the workplace (Tewan, 2009). Moreover, I have learned that employees working at the hotel front desk have to deal with various issues and challenges, such as customer complaints, deadlines, and others. To fulfil my responsibilities as a front desk executive in future, I will apply my knowledge regarding effective critical thinking and problem-solving. Along with that, I must address and evaluate my present skills and match them with the skill required in the hospitality industry so that I can improve those skills to efficiently fulfil my responsibilities (Alexakis and Jiang, 2019). 





















	
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?


	Familiarise me with Hotel policies and procedures. I would also review the standard operating processes of the hotel to comprehend the policies and guidelines regarding handling guests (Birkinshaw and Cohen, 2023).  

	I would manage the front desk in an efficient manner to ensure the smooth running of the operation. The desk will be kept well-stocked, with all the required suppliers. 
	By properly reviewing the procedures and policies of the hotel, I would have a vivid understanding of the way I must represent the hotel properly and handle different situations of the guests (Birkinshaw and Cohen, 2023). 
	As a contingency plan, I will put in place cross-training to ensure a quick resolution of the scenario. This will also provide cross-training opportunities to all the employees and hotel staff in the front desk role and allow them to act when necessary (Birkinshaw and Cohen, 2023).

	I would maintain a professional attitude and appearance. 




	To ensure that the operation is running smoothly, I would dress as per the dress code policy of the hotel. I will greet guests with a friendly demeanour and warm smile (Koo et al., 2020).


	The plan will be considered effective because maintaining a professional attitude and appearance would create a very positive impression on all the guests. It will thereby enhance the overall experience.
	As a part of the contingency plan, I will prepare an emergency contact list. This will allow me to maintain an up-to-date contact list for emergencies for hotel staff. This will include supervisors and alternate managers who could be reached in case of sudden absences (Koo et al., 2020).

	Provide customer service that is personalised and excellent. 




	To run it smoothly, it is important to actively listen to all the concerns and needs of the guests and thereby promptly respond to them. It is also important to offer help and guidance on needs regarding room reservations etc (O'Hara, 2023). 


	This is effective as providing prompt and excellent customer service can help in addressing customers' requests and complaints. This way, I will ensure loyalty and guest satisfaction. 


	As a part of the contingency plan, there will be a standard manual for operating procedures. This will include regular updates and help in distributing the standard operating procedures of the hotel (O’Hara, 2023).

	Handling all complaints and guest requests efficiently. 




	To ensure smooth running, it is important to take ownership of all the issues of the guests and thereby proactively resolve them all. If by any chance, I am unable to resolve the issue, I will immediately communicate that to the appropriate department (Shin et al., 2019). 


	To ensure effectiveness, this process or step will minimise any sort of delay and make sure that there is a smooth flow of all the tasks. This will improve the overall experiences of the guests. 


	As a part of the contingency plan, I will ensure having a proper communication channel. This will require implementing a communication system like an effective phone line or group chat. This will enable the staff to communicate quickly and thereby coordinate in cases of utmost emergencies (Shin et al., 2019).

	Maintaining a smooth operation.


	To ensure this, I will respond to and monitor all emails, phone calls and any other forms and modes of communication professionally and promptly. I will also ensure to coordinate with all the housekeeping staff to make sure that they are doing their job timely and are able to clean the rooms properly (Shin et al., 2019).  This is also to make sure that they are doing the job quickly before the arrival of the guests.

	To ensure effectiveness, it is important for me to gather enough knowledge about the hotel and hotel amenities so that I can provide the information immediately as the guests ask me anything. It is also important to have knowledge about the local attractions that can enable me to assist the guests in an effective manner. This way, I can ensure to make their stay more comfortable and enjoyable (Dehan, 2023). 


	As a part of the contingency plan, I will put forth a succession plan. I will develop a succession plan that can help in identifying as well as grooming potential employees to take up managerial roles. This way, I can ensure that there is always an efficient candidate prepared to step into a position or probably a higher position when in need.


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 or property management systems are referred to as software applications designed to aid property owners and managers automate and streamlining their daily operations. Property management systems give a centralised platform to manage different aspects of property management, such as guest service, reservations, maintenance, accounting, and others. Key features of PMS are reservations and booking management, front desk operations, guest communication, and others (Kokaz et al., 2017). PMS enables managers of hotels to manage online reservations, check-in and check-out processes, room availability, and others. Moreover, property management systems allow managers to effectively communicate with guests as these systems can send automated text messages and emails for booking confirmations, post-stay feedback, reminders, and others. Hence, when considering PMS for a hotel, among all other key elements, its functionality, scalability and user-friendliness must also be confirmed. PMS provides an additional module for point of sales (POS) and housekeeping apart from revenue management. Moreover, it is scalable when enabling it in handling future and current size or any complexity of the particular hotel. This also includes multi-property support. It can feature integration capabilities as it can integrate with other systems in a seamless manner. It also helps in accounting software, revenue management tools and online distribution channels. It is user-friendly as well as it enables intuitive navigation and ease of use. It helps in accessing the availability of all training resources, customer support, documentation and smooth implementation (Dehan, 2023).


	

Element 2 – Hotel reputation


	Hotel reputation can be referred to as the overall image, perception, and standing of a hotel in front of industry professionals, guests, and other stakeholders. Hotel reputation is mainly a reflection of the ways a hotel is perceived depending on various factors, such as staff behaviour, service quality, customer experience, online reviews, and others. Maintaining the reputation of hotels is very important as it increases the hotel brands' credibility and trust. For example, the reputation of a hotel builds on loyalty, trust, and credibility. Recommendations and positive reviews from satisfied guests develop the hotel as trustworthy and reliable, influencing target customers to select the hotel over its competitors. Moreover, hotel reputation significantly contributes to brand building as well as differentiation in the highly competitive market. A strong and positive reputation allows the hotel to stay ahead of its competitors, increase brand loyalty, and encourage growth and success. Hotels implement various strategies to maintain their reputation. For example, they respond to all reviews and feedback on their websites and social media channels to build trust among customers (Proserpio and Zervas, 2017). Moreover, many hotels invest sufficient amounts in comprehensive training and development programs to make sure that all the employees are equipped with essential knowledge and skills to offer excellent service. As a result, effective performance and services from employees help hotels to satisfy guests and enhance their business reputation. Along with that, hotels develop quality assurance programs to manage high standards of service quality, cleanliness, and maintenance which allow them to enhance their reputation.

	
Element 3 - Communication 


	Communication plays an essential role in the hospitality sector as it directly impacts customer experiences and overall satisfaction. Within the hospitality industry, effective communication consists of both verbal and non-verbal interactions between guests and staff members. Effective communication in hospitality allows hotel staff members to conduct their vital functions and tasks in the proper manner. For example, effective communication is necessary for providing high-quality guest service. Therefore, hotel staff members need to actively listen to their guests, properly understand their needs, and respond to their queries properly. In this case, effective and clear communication helps hotels build trust among guests, meet guest expectations and respond to their queries on time. Communication is moreover very important for front desk operations to provide a smooth process of check-in and check-out process. Front desk employees have the responsibilities to greet guests, provide sufficient information, and address any concern or query professionally and promptly. Effective communication should be concise, clear, and easy for guests to properly understand (Solomon, 2018). In this case, hotel staff members need to avoid any technical terms that guests may be not aware of. Furthermore, effective communication is vital for conflict resolution within the hospitality industry. In this case, hotels need to train their staff members to gain effective communication skills so that they can actively listen to the concerns of guests and find appropriate solutions with empathy to avoid the chances of a conflict. 

	
Element 4 - Staffing 


	Staffing is a vital aspect of the hospitality sector as the service quality provided by the hotel staff directly influences guest satisfaction and the overall reputation of the hospitality establishment. Effective staffing consists of recruiting, onboarding, training, and employee management to make sure the organisation has the workforce with sufficient skills, knowledge, and efficiency to achieve organisational goals. While staffing, hotels need to have some key considerations, like job analysis, position definition, effective recruitment and selection, and others (Ployhart, 2016). In this case, HR professionals play essential roles and they are responsible for effective staffing. They conduct a detailed job analysis to recognise particular roles and responsibilities needed for the vacant job positions and clearly define the job descriptions with required skills, experience, and qualifications. Moreover, HR professionals develop suitable recruitment strategies to attract talent. In this case, they develop job advertisements, utilise recruitment agencies, select CVs of candidates, and conduct both face-to-face and online interviews to test the capabilities of candidates and select the most efficient ones. For effective staffing, training and development activities are vital. Providing comprehensive training activities to equip employees with sufficient knowledge and skills allow the hospitality sector to manage their performance effectively. To ensure effective staffing, HR professionals of hotels develop different tactics, like workforce planning. They conduct detailed workforce planning to anticipate the needs of staffing based on occupancy rates, seasonal demands, business forecasts, and others. This allows the hotels to align the level of staffing with operational requirements. Moreover, HR professionals implement a performance management system which comprises performance reviews, regular feedback, goal-setting, and others. In this case, providing constructive feedback allows staff to improve their overall performance (Phillips, 2022). 
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