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	The global demand for hospitality services is increasing. If you have prior hospitality experience or a wide variety of transferable skills, you could launch a prosperous career in guest services.
Strong interpersonal and communication skills are essential for those in the hospitality industry. Also, they must be competent in solving problems.
When applying for positions, ensure you understand the abilities necessary for a guest services employee position and demonstrate those talents.
Depending on how the hotel is set up and the type of clientele it serves, the front desk position at a hotel requires a wide variety of skills.
[bookmark: _heading=h.euxox3e45jz1]Personal reflection: 
Hotel front desk staff (guest services employees) ensure each client has a positive hotel experience. All legal obligations include checking in and out visitors, accepting bookings, and addressing guests' questions.
A college degree or comparable work experience is unnecessary for hotel front desk workers. However, an associate's degree in business, administration, or hospitality may be helpful. Some persons who want to work in hotels start as guest service representatives and work their way up to managerial positions. Developing hotel front-desk abilities will help you improve your resume and productivity. Numerous hotels want personnel with similar talents and attributes who appreciate the value of client satisfaction. On your job application, you should also emphasize previous relevant experience in hospitality or sales roles where you used these talents.
Some examples of talents you can acquire before applying for a position as a hotel receptionist:
[bookmark: _heading=h.bd7n6ajksreb]Communication 
Hotel receptionists must have strong communication skills to engage with visitors in-person and over the phone. When engaging with customers, they should keep a positive tone and use excellent communication skills to discuss problems and find opportunities for improvement.
[bookmark: _heading=h.48925yn3l8x0]Technical
Hotel receptionists use technical abilities to coordinate customer-company transactions. The hotel-specific software experience is essential. However, on-the-job training may be offered. Employees with high technical abilities can keep accurate client records.
[bookmark: _heading=h.p38p42ld7ma2]Organization
Hotel receptionists must be organized to do several jobs, such as greeting customers, answering the phone, replying to the manager, and resolving guest complaints. Hotel receptionists with extraordinary organizational abilities can combine positive customer encounters with accomplishing other obligations.
[bookmark: _heading=h.2jy2j1hbiord]Problem-solving
Hotel receptionists must have excellent problem-solving abilities in order to deliver a positive experience for their customers. They can help with issues such as food allergies, damaged key cards, wrong room rates, internet access, and unforeseen crisis. They can also recognize the problem, develop a response, and implement a viable remedy.
[bookmark: _heading=h.umrq7l8vsq6k]Teamwork
Hotel receptionists with solid teamwork abilities communicate with colleagues and supervisors to address customer issues, schedule meetings, improve performance, and apply feedback. This assists them in creating a positive workplace and a positive guest experience.
[bookmark: _heading=h.1flwpjos5efr]Patience 
Patience is vital while dealing with consumers and solving problems, especially under pressure. It can contribute to a more comfortable workplace for everyone.
[bookmark: _heading=h.820qck8ktgg]Leadership
Hotel front desk employees must have leadership abilities to manage hectic shifts and overtime during the holiday season. They can delegate jobs, discuss areas for improvement, rotate duties, notify team members when it is time to take a break, and assist employees in improving their time management skills. Receptionists can also manage the front desk and engage with customers in a hectic setting.
[bookmark: _heading=h.ehhrgertm6rx]Theoretical knowledge:
The study includes a thorough analysis of 30 questions asked of respondents, with the outcomes summarized and organized following the study's objectives.  Graphical and tabular presentations have been supplied for specific critical topics and surprising conclusions. According to the findings of manager interviews, human resource managers at hotels need help identifying qualified candidates for various positions inside the hotel. This is because there needs to be more young people qualified and prepared for work to meet the organization's growing needs and compete worldwide. Conversely, managers consider degree-level practical training as an excellent approach to developing and choosing quality employees. 
[bookmark: _heading=h.kn2l1nbyd4u]Importance of this topic
Four industries comprise the hospitality industry: food and beverage, travel and tourism, hotel, and leisure. Hotels, restaurants, activities, entertainment, cruises, and other services are all possible. The primary goal is to provide clients with a pleasant, comfortable experience and essential services. It is important to highlight that the hospitality sector serves guests and people who might benefit from the hospitality zone around where they live. It is a vital component of most countries' industries.
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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 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?


	Greet guests warmly: Upon arrival, I will greet guests with a smile and a warm welcome. This will make them feel valued and set the tone for their stay.



	Prioritize tasks: As a front desk associate, you will have multiple tasks to complete throughout your shift. Prioritize these tasks based on their importance and urgency.
	Clear Communication: Communication is critical in this situation, and I have prioritized communicating effectively with guests and staff. By clearly communicating any issues or changes in the plan, I can ensure that everyone is on the same page and that operations run smoothly.
	Cross-train staff: I will ensure that all staff members are cross-trained to perform the duties of different roles, including that of the front desk associate and the manager. This will help ensure that someone is always available to cover the manager's responsibilities in an emergency.

	Dress professionally: I will ensure that my uniform is clean and professional, as this will make a good impression on guests.



	
Prepare for check-ins and check-outs: Ensure that you have all the necessary information for check-ins and check-outs, such as room assignments and payment methods, before the guests arrive.
	Proactive Approach: Rather than waiting for problems to arise, I have taken a proactive approach to anticipate any issues that may arise and prepare solutions in advance. This will allow me to quickly and efficiently handle any problems, minimizing disruptions to guests.
	Create a list of emergency contacts: I will create a list of emergency contacts for different departments within the hotel. This will include contact information for maintenance, housekeeping, security, and other relevant departments.

	Be knowledgeable: I will familiarize myself with the hotel's amenities, policies, and services to provide accurate and helpful information to guests.


	Monitor the lobby area: Keep an eye on it to ensure it is clean, well-maintained, and welcoming. This will help create a positive first impression for guests.
	Attention to Detail: I understand the importance of paying close attention to details, especially when working in a front-facing position. By being detail-oriented, I can ensure that all guests' needs are met and that their experience at the hotel is
	Develop a communication plan: I will create a communication plan that outlines the steps to be taken in an emergency. This will include who needs to be notified, how to reach them, and what information needs to be shared.

	Respond promptly: I will ensure that phone calls, emails, and guest requests are responded to promptly to show that the hotel is attentive to its guests' needs.


	Maintain communication with other staff: Keep in touch with other staff members, such as housekeeping and maintenance, to resolve any issues promptly.
	Flexibility: It is essential to remain flexible in this situation, as unexpected issues may arise. By being adaptable and willing to make changes as needed, I can ensure that operations run smoothly and that guests have a positive experience.
	Create standard operating procedures: I will create standard operating procedures (SOPs) for different emergency scenarios. These SOPs will outline the steps needed in an emergency, including whom to contact, what information to share, and how to continue hotel operations.

	Provide excellent customer service: I will go above and beyond to meet guest needs and exceed their expectations, for instance, by offering upgrades or complimentary amenities whenever possible.


	Be proactive: Anticipate the needs of guests and be proactive in addressing any issues that may arise. This will help to prevent problems before they occur and ensure that guests have a positive experience.
	Positive Attitude: As a front desk associate, I understand that a positive attitude is essential to providing excellent customer service. By maintaining a positive attitude throughout my shift, I can ensure that guests feel welcome and appreciated, even in my manager's absence.
	Regularly update the contingency plan: I will review and update it regularly to ensure it is current and relevant to the hotel's needs.
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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:

Hotel operations is a broad term that refers to the several divisions that manage a hotel daily. This involves managing the hotel and its procedures, maintaining a high level of service for visitors, and recording profits, costs, and other financial information for the business and other associated activities.
Its broad hotel operations umbrella also encompasses hotel maintenance, client food and beverage service, labour management, cleaning, marketing, and reservation handling.
The numerous components of hotel operations must work together, demanding precise activity coordination and efficient communication across several departments. A hotel will work properly when these components are synced and completed successfully.


	
Element 1 – Property Management Systems (PMS)


	A hotel's several divisions working together to manage it daily are collectively referred to as hotel operations. This entails overseeing the hotel and its procedures, ensuring visitors receive excellent service and keeping track of the business's earnings, costs, and other financial data.
This broad category of hotel operations also includes maintenance, serving food and drinks to guests, managing the staff, housekeeping, marketing, and handling reservations.
Hotel operations are made up of many different parts that must work together. Therefore, careful planning and effective communication across departments are essential. These elements must be coordinated efficiently for a hotel to run well.
Software that assists hotels with administrative and reservation-related activities is known as a property management system (PMS). The primary responsibilities are front desk operations, reservations, channel management, cleaning, rate and occupancy management, and payment processing. Nevertheless, you may utilize PMS software to handle the housekeeping and human resources, reservations, and financial transactions. Internal and external hotel operations are frequently made simpler by PMS.
The first hotel property management systems were created in the 1970s, albeit they were not accessible in every hotel. In a recent interview with Skift, Adam Harris, CEO of Cloud beds, they have emphasized the poor rate of technology adoption. However, modern innovations like self-service check-in, in-room controls, smartphone keys, and digital payments have entered the hotel industry. According to the Stayntouch 2022 Technology Sentiment Survey, 81.7% of hotels employed technology during the pandemic. However, outdated systems could only be able to do a single activity, need additional modules, or be too challenging to interface with other hotel management software.
In order to handle all the processes, hotel owners are searching for a one-and-done solution. A modern property management system condenses several job settings into a single piece of software. A hotel PMS reservation system must have an online booking engine, a front-desk operations module, and modules for channel management, revenue management, housekeeping, customer data management, report generation, and analytics. The reservation module is essential since online reservations are the primary sales channel. Chain hotels sometimes use a single reservation system for all of their facilities, but individual hotels typically use their reservation systems. Connecting to the online booking engine, providing the front desk with inventory and date information, and integrating with the existing service are all essential elements of the reservation module.
Hotel reservations, e-payment processing, inventory and allocation management, reservation emails, and other tasks are handled by property management systems (PMSs).

	
Element 2 – Hotel reputation


	Hotel reputation management is the process of keeping track of and influencing internet opinions of your establishment. Public relations was where the idea started, but it swiftly grew to encompass newly emerging review sites, social media networks, and search engines. The hotel industry is most exposed to or affected by reputation management. TripAdvisor claims:
93% of customers look at internet reviews before choosing a hotel.
53% of respondents indicated they would not book a hotel without online ratings. Nonetheless, the importance of reviews and online reputation might benefit the hotel sector. User-generated content (UGC), like reviews, dramatically influences a buyer's purchase. As a result, hotel owners and general managers increasingly place a high priority on getting good feedback from satisfied guests. Peer reviews, or opinions and online reviews, are estimated to affect 53% of purchase choices, according to a 2016 Ipsos study. It is now essential that you, as a hotelier, comprehend hotel reputation management and monitor your online reputation.







	
Element 3 - Communication 


	Communication is at the centre of any strong hotel operations strategy, and hotel administrators must take steps to enforce these standards. This can be accomplished.
partly through training exercises and intelligent communication tools, but actions must also be done to promote cross-communication actively.
Cross-communication essentially refers to communication across different firm departments, which is especially important in hotels because so many departments must collaborate. Hotel executives should take steps to remove any potential impediments to cross-departmental communication.
Hotel receptionists typically have excellent communication skills, allowing them to interact with customers in person and over the phone. They may, for example, handle problems, talk about hotel costs, reserve a room, provide directions, and provide a complete overview of what the consumer can expect during their visit. Maintaining a cheerful tone when conversing with customers helps create a welcoming environment. Hotel receptionists also use practical communication skills to address problems with other staff members and find areas for growth.








	
Element 4 - Staffing 


	The most critical information in this essay is that employers must offer more advantages to keep workers and lower the turnover rate. There are two categories of these benefits: financial and non-financial. Although non-financial advantages include working conditions, flexible work schedules, and the proper status symbols, financial benefits include earnings, wages, commissions, and bonuses. These advantages have advantages and disadvantages, but they can boost business efficiency and meet employee demands.
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