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	Employers place a high value on front desk skills since they are essential to a company’s smooth operation. It is imperative to demonstrate your ability to manage the position’s administrative responsibilities and uphold a warm and welcoming environment. The term “front desk skills” refers to both technical and interpersonal skills in the context of customer service and the workplace. People with these skills are highly valued for front-desk positions in hotels, workplaces, and other service-related industries. Putting these skills in the spotlight on a CV can help job seekers stand out to hiring managers (Bardi, 2021).
A hotel’s front desk employee can create a positive first impression on visitors, increase customer satisfaction, and enhance the establishment of the hotel with the right set of skills. A candidate’s chances of landing the position can be increased by acquiring these skills and showcasing them in a CV. You must possess the skills required to work well at the front desk if you want to work in a hotel. A wide range of skills and character qualities are required for front desk hotel employees to successfully perform their jobs (Xiang., 2015). The front desk staff at a hotel serves as the first point of contact for visitors, so they should be amiable, accommodating, and courteous. For this position, the following skills are necessary for success:
1. Communication: The capacity to communicate with visitors intelligibly and succinctly, both orally and in writing, is one of the most crucial skills for a hotel front desk employee to possess. In order to respond to the questions and concerns of guests and employees, they need to have great interpersonal and communication skills. One should be ready to respond to any inquiries guests may have regarding the hotel and its procedures and rules (Rutherford, 2021).
2. Personal: The staff members working at the front desk of a hotel need to get along with visitors and work well together in order for it to be successful. They must have the capacity to act fast on their feet and remain composed under duress.
3. Computer Knowledge: For a profession in the hotel industry, computer system knowledge is a necessity. Anyone working the front desk must be able to use Microsoft Office as well as the hotel’s own reservation, check-in, and check-out systems.
4. Detail-Oriented: A hotel’s front desk expects its staff to be meticulous and organised. They must be able to precisely handle guest data and keep track of pertinent guest information.
5. Customer Service: A worker with excellent customer service skills is needed to work at a hotel front desk. In order to achieve this, it is crucial to treat visitors with respect and politeness, provide them with helpful information, and help them feel at home, all whilst competently resolving complaints and challenging situations. The individuals at the front desk have to be knowledgeable about the hotel and the area in which it is located (Bharwani and Talib, 2017).
6. Time Management: Excellent time management skills are necessary for a hotel front desk employee. They must be effective and competent multitaskers.
7. Flexibility: For a front desk agent in a hotel, having the capacity to change directions swiftly and without difficulty is crucial. They must be capable of multitasking and adaptable in terms of their schedule. Additionally, they must be capable of handling unforeseen and unplanned changes.
8. Knowledge of Hotel Operations: Although a hotel’s lobby may be the first thing a visitor notices when they arrive, the front desk staff member is the first person the visitor will engage with, giving the hotel its first chance to establish a strong first impression.
9. Problem-Solving: A front desk representative at a hotel needs to be able to solve problems quickly when they arise. They must act swiftly whilst making decisions and handle situations with maturity (Zhao and Ghiselli, 2016).
10. Teamwork: For a front desk agent in a hotel, communication skills are crucial. They should get along well and be eager to help out when necessary.
11. Well-ordered and Expert Look: Although a hotel’s lobby may be the first thing a visitor notices when they arrive, the front desk staff member is the first person the visitor will engage with, giving the hotel its first chance to establish a strong first impression.
The front desk position in a hotel requires a wide range of skills and personality qualities. Strong interpersonal and communication skills, as well as an aptitude for technology, organisation, and customer service, will be required of successful candidates (Karlsson and Sklén, 2015). Additionally, front desk employees must be quick on their feet, able to take payments made with both cash and credit cards, and exercise discretion when required. If they possess the right combination of skills and characteristics, front desk staff may go a long way toward ensuring guests enjoy their stay at the hotel.
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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 will you do to ensure 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?


	 I will greet each visitor with a kind, professional salutation in order to uphold a pleasant guest experience and favourable portrayal of the hotel (Bardi, 2021).
	The business will function smoothly since I personally follow up with customers to make sure they are satisfied. I will quickly check in customers with reservations and give them their rooms, and I will notify the manager or supervisor of any issues.
	Ensure that everyone on staff is aware of the manager’s absence and that the front desk will remain open whilst she is away. Redistributing amongst the front desk staff the duties that previously fell under the manager’s purview (Xiang., 2015).
	Make sure the management can be reached quickly in case of an emergency at the front desk. A method of getting in touch with the management should be available, such as an email address or text messaging service.

	I will keep the front desk area neat and organised and help guests with any requests they might have, including directions, suggestions, or details about the hotel and the neighbourhood.
	I will be in charge of maintaining and confirming the validity of all pertinent guest, reservation, and payment information whilst I am on duty. The reservation system’s pricing and availability data should be regularly assessed and modified as appropriate.
	To ensure that everyone is abiding by the manager’s regulations, keep an eye on the front desk. Keep an eye on the time and answer any queries from clients very away. Any questions or complaints from visitors should be noted and tracked.
	Make plans for how staff will handle issues without the management. The personnel may be split up into certain jobs, such as customer service and administration, to make the front desk more manageable.

	I will follow up with a visitor after their stay to make sure everything was satisfactory (Rutherford, 2021). Visitors must be properly checked in and dismissed, and they must be charged the appropriate fees.
	I have to work with other departments like housekeeping and maintenance to make sure everything goes smoothly at the hotel.
	Keep in touch with the manager or another higher-level desk to report any issues at the front desk and to ask for more supplies.
	Make a plan for how the front desk will handle challenging clients. Two examples are classes on addressing escalated complaints and dealing with challenging customers.

	Making each of my guests’ stays enjoyable and memorable is my duty as their host. Help visitors with any special requirements they may have. I will follow up with guests to find out how they are enjoying their stay, deal with any problems they may be having, and offer some interesting local activities.

	Reading the manual and asking fellow employees if I have any questions will help me understand the ins and outs of working at the front desk.
I will make a list of things to accomplish, put paperwork where it belongs, and read any notes my manager might have written.
	I swear to you that I will always keep your contact information up to current and accurate.

	Make sure you have a backup plan if the boss will be out for a time. Some businesses may assign management duties to a single employee, whilst others may allow the front desk employees to take turns running the establishment on a rotating basis (Zhao and Ghiselli, 2016). I will do everything in my power to make everyone who comes here feel comfortable and at home. Help visitors with any special requirements they may have.

	When it comes to confirming reservations, giving out keys, and collecting payments from guests, I will adhere to the hotel’s regular operating procedure. Watch the hotel’s social media accounts to respond to any potential guest complaints.
	I hereby pledge to conduct myself appropriately and in accordance with business policy in all customer service and reception-related circumstances. I pledge to remain upbeat and diligently work throughout my shift. The shift will go off without a hitch if everything proceeds in accordance with the plan outlined above. through planning, talking, and closely watching.
	I have the best plan because it covers all the essential responsibilities of a front desk worker. By welcoming guests, responding to their questions, managing incoming and outgoing calls, maintaining contact information, overseeing the front desk, and keeping an eye on the office, I am able to maintain a high degree of customer service.
	Make plans in case the management is unavailable for an extended period of time. A chosen employee may be assigned managerial responsibilities, or front-desk staff members may alternate managing.



Component Three:
Contribution to Overall Module Assessment: 50% (1000 words +/- 10%)
	
Element 1 – Property Management Systems (PMS)


	Property management systems (PMS), which are computer programmes, have many advantages for owners and managers. With the help of this tool, the user may manage and control everything that occurs on the property, from renters and leases to finances and maintenance requirements. Tenant information like as contact information, leases, and payment history can be stored in PMS. Additionally, it may help with property management and maintenance, which is a tremendous help to managers and owners. It can manage work orders, keep track of maintenance requests, and even figure out how much rent to charge. This guarantees that the property is always kept in good condition in every way. Using PMS software, you can manage finances as well as other aspects of your management. It gives users a better understanding of how their property is doing financially by keeping track of performance, expenses, and other financial information (Moyeenudin et al., 2018).
Financial reports, such as summaries of profits and losses and records of rental transactions, can also be assembled using it. PMS helps with advertising and tenant-management communication, amongst other perks. Tenants, both present and future, can advertise and interact with rental homes. Property management systems are quite useful for people who own and manage many properties. It is certain that everything will be handled promptly and professionally if management is in place to monitor and manage properties.

	
Element 2 – Hotel Reputation


	
The reputation of the business is essential to its success. A hotel’s reputation is based on the calibre of its offerings, the customer it fosters, the customer of its patrons, and the satisfaction of its visitors. It serves as the foundation of any successful hotel industry. A hotel can gradually enhance its reputation by attending to all of its visitors’ needs, winning praise from the travel industry’s reviewers, and constantly providing excellent service. A firm with a good reputation will attract more customers because those customers will feel more confident in the company’s ability to meet their needs. The likelihood that a guest will stay at a hotel again increases if they have a positive reputation there. The reputation of a hotel’s staff is also reliant on its personnel. The staff should be friendly and knowledgeable. They must make an attempt to understand the customer’s situation and offer practical solutions. Success depends on having a positive reputation, which will help you make an impression on loyal customers. The maintenance and cleanliness of a hotel may influence its general reputation. A hotel’s maintenance and cleanliness standards must constantly be met or exceeded. As a result, visitors are more likely to have a positive hotel experience (Karlsson and Sklén, 2015).
In the end, the hotel’s reputation is established by its rates. If the pricing are reasonable and competitive, customers will feel that they received value for their money. A hotel should provide discounts and specials so that visitors feel like they are getting a good bargain. The reputation of a hotel has a significant impact on its overall success. It might boost foot traffic, leave a positive first impression, and make visitors pleased throughout their stay.

	
Element 3 - Communication 


	Open operations of communication are crucial to the efficient management of a hotel. Everything can run smoothly if communication operations are open. The coordinated efforts of many distinct operations are necessary for hotel maintenance. Communication is essential since all staff fellows must be on the same page and working toward the same objectives. When making decisions, communication is very crucial. Managers must communicate open lines of communication with both their staff and the several hotel departments to guarantee timely completion of all duties (Rutherford, 2021). They must be able to inform their staff members about the hotel’s entire staff. Meetings, emails, and other regular forms of communication are all helpful resources for this. Effective communication with the front desk staff is also essential. The ability of staff employees to communicate with visitors in a way that meets their needs. Additionally, they must be able to efficiently communicate with other hotel departments. For instance, the front desk staff must be able to communicate visitors’ specific requirements to the appropriate department. In the kitchen, effective communication is essential. Staff members must be able to communicate with the front desk clearly if orders are to be filled fast. They must be able to effectively communicate with other hotel departments in order to make sure the kitchen is always supplied and prepared to serve visitors. Without excellent communication, hotel operations cannot run continuously. Tasks may be delayed or misinterpreted without clear communication, costing time and money. It is crucial to guarantee that everyone working at the hotel can readily communicate with one other and with other departments.

	
Element 4 - Staffing 


	The satisfaction of its staffing has an immediate impact on customers’ experiences, employee morale, and the hotel’s bottom customer. When planning hotel staffing, it is crucial to take into consideration the many tasks that must be accomplished. This may include staff working in the kitchen, housekeeping, maintenance, security, and front desk. For each position, it is critical to hire the ideal number of candidates and to give them the necessary instruction so that they can do their duties effectively. When planning how many personnel to hire, hotel managers must consider the size of the property and the average daily staffing rate (Bharwani and Talib, 2017). In addition to making sure that their staff is distributed properly and no one individual is overworked, this will guarantee that there are enough employees to accommodate the rush of consumers. It is also essential to have an enough number of employees on hand to handle sudden increases in visitors or staff. The hotel staff’s training and experience are also essential. The satisfaction to which a company’s clients are satisfied is based on how well-trained and knowledgeable about their work its staff are. For instance, the front desk staff should be able to assist guests (Bardi, 2021) promptly and politely.
As their staff directly affects how clean the hotel is, housekeeping and maintenance staff should also be knowledgeable in their specialties (Becerra-Vicario et al., 2022). Finally, employees should consider the staff of recruiting and training new hires. When determining the staffing of people needed, it must be taken into account that this could have a significant impact on the budget. Managers should take into account other costs like benefits, vacation, and overtime compensation. Last but not least, a successful hotel depends on having the correct staffing members. It is necessary to properly plan and take into account the number of employees required, their skills and knowledge, and the costs associated with staffing. In this position, hotel management can guarantee that all employees are knowledgeable about and competent in their roles.
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