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Key skills that are needed to work at the front desk at hotels
The front desk role in a hotel is thought of as the hotel's first point of contact with visitors. The first image of the hotel environment is offered to the clients depending on the manner and body language of the hotel's front-desk executives and officers. Under that situation, hiring hotel front desk staff is given top priority by the hospitality sector like Travelodge hotels. One of the leading independent hotel companies in the UK, Travelodge Hotel has more than 552 establishments. In its capacity as front desk manager at the Travelodge hotel, it is accountable for overseeing a variety of services, including booking reservations for visitors, supervising receptionist tasks, hospitality services, payment information, and processing customers ’ opinions. Additionally, it involved communicating with numerous hotel departments to guarantee the effectiveness and productivity of customer service (Sayin and Karaman, A., 2019). A satisfied customer is a determining factor in a hotel's image and commercial value, and front desk staff members' primary responsibility is to manage customers' demands as well as their difficulties. Front desk staff serves as the face of hospitality businesses like the Travelodge hotel from the minute a room is reserved until check-out time.

Figure 1: Functions of front office manager (Anandan, R. and Narayanan, 2018) 
In order to perform the duties of a front desk manager at a Travelodge hotel, an individual must possess a number of key competencies. The following explanations are provided for these abilities:
Communication skill: A front desk employee's ability to connect effectively with visitors, co-workers, and the hotel's top management is important. They should be skilled in verbal, para-verbal, and written communication in their capacity as hotel representation officials. When communicating verbally, the front desk employee must be conscious of which word to use in relation to the client's situation. As an illustration, choosing the standard language and word forms over local ones can help to bridge the cultural difference (Yasin, E., Abdelmaboud, A., Saad, H. and Qoura, O., 2019). In contrast, the para-verbal approach emphasizes the use of simple, well-known words over difficult words in order to better facilitate interpretation. The written conversation is considered the most tangible approach to record and comprehending agreements. It guarantees that relationships between visitors and hotels are clear and transparent, and contain specific information, like the number of days visitors will stay, the cost, and other amenities.


Figure 2: Communication method (Maulina and Khaerudin 2019)
Time management skill: The scheduling of the numerous duties and responsibilities falls under the purview of the front desk manager. In that instance, the Eisenhower matrix's 4Ds framework is thought to be the best technique for enhancing and strengthening the ability to manage time. It has been separated into four distinct actions, such as do, decide, delegate, and delete, according to importance and necessity. If a customer at the Travelodge hotel has an emergency concern or piece of information, the front desk supervisor must address it right away instead of holding onto it. They have the freedom to choose an appropriate schedule if the duties are significant but not essential to complete (Moyeenudin, H.M., Parvez, S.J., Anandan, R. and Narayanan, K., 2018). Instead, the front desk supervisor must assign the duty to another division if it is urgent but unimportant, such as planning a candlelit meal for the visitors. Last but not least, a front desk agent needs to assess the task's importance and urgency; if neither is determined to be particularly high, the task must be removed from the list in the interest of time savings.
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Figure 3 EISENHOWER 4Ds Matrix (Sayin and Karaman 2019)
Multi-tasking skill: For the function of front desk officials at the Travelodge hotel, the administration generally places a focus on employing people with multitasking abilities. They should be able to handle a variety of activities, including managing email messages, returning telephone calls, scheduling reservations with customers, resolving complaints and input from visitors, and abiding by managerial regulations and guidelines (Wachidyah, 2017). The capacity to multitask involves discipline, positivity toward others, receptivity to the conversation, and a focused mind.
Technical skill: In order to adapt to the modern trading environment, the hotel industry has lately concentrated on technological professional growth. The facilitation of MS administrative services, web management, network management, and social networking connection, helps to increase both individual and corporate efficiency. In order to increase their efficiency and effectiveness to a certain extent, front desk staff members must study and put these technical abilities into use. 
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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 a quick resolution of this scenario in the future?


	




Reservation check
	Within the initial period of my shift, I will make a list of the hotel's room availability and bookings. By reviewing the database, I can keep track of the rooms that are vacant and those that are booked as well as take into account the specifics of the visitors' check-in and check-out times to guarantee a suitable booking.
	By taking into account this strategy, I may lessen duplication and prevent any double reservations. In addition to saving time, it guarantees the accuracy of booking. 
	The Travelodge hotel must consider adopting ERP technology for its booking system. It is possible to manage bookings and boost efficiency by using ERP software. With the aid of ERP systems, managers would be able to learn about room status, overall vacancy rates, and projected trends for upcoming rentals. 

	


Ensuring standard cleanness and maintenance

	I should take proper care by allocating a crew of two persons to each level of the Travelodge hotel. The hotel's surroundings should be of a high standard, and the rooms shouldn't be polluted with dirt.
	Individuals will feel more careful and accountable to regularly supervise and perform their procedures when I assign duties to them and give them the obligation to ensure cleanliness.
	According to COVID-19, people are now more conscientious about hygienic practices, which make it challenging for hotels to provide high-quality accommodations for their visitors. In place of disposable glasses, homes will be carefully furnished with reusable products like cans and bottles.

	




Staff guidance and resource allocation


	I should arrange an early-morning training program for the employees in order to manage activities effectively. For the individual departments of the hotel, such as food, room service, support staff, logistics activities, and tour operators for the visitors will comprise work distribution and allocating resources. Individuals will be in charge of handling materials and functions depending on their areas of expertise by assigning duties.
	According to the duties they are given, workers will sense more motivated, which will boost their enthusiasm for carrying out routine activities. Proper hiring of knowledgeable personnel to do necessary activities, such as hiring local citizens with clear communication abilities to serve as tour guides for visitors.
	The initial requirements can be maintained on time by establishing good connections with vendors and channel partners. Providers could be acknowledged about pre-orders and provide supplies like Holiday decorations, uncooked meals, flowers, etc. depending on bookings and festival categories.

	




Information Accuracy

	I will ensure the precision of the details given across the stakeholder, including visitors, peer groups, administration, and external sources, during my duty. For instance, the arrival time of tourists from the airport needs to be provided with logistics operations. To determine the accuracy of the information, it must be cross-checked with data from other sources.
	Error-checking the material will lessen prejudices while also producing informational support. Also, it assures the customers that their reservations will be honoured because they won't have to worry or worry about how many rooms are occupied.
	System-based documentation, evaluation, and reporting would be emphasized going forward in the instance of data integrity assurance in order to prevent needless misunderstanding. Positive client feedback will improve when data is communicated through the media and visitors discover its same facilities and services.

	




Health & safety
	In accordance with the hotels' healthcare rules and recommendations, a preliminary COVID test is going to take place on the clients. New visitors' accommodations will be completely cleansed, and appropriate supplies will be placed in them. The supply of safety kit boxes and contact information for the closest hospitals will be guaranteed. 
	The Travelodge hotel's present visitors will discover it satisfactory to check the COVID vaccine certification and do COVID test results. It increases the hotel's excellent brand recognition and beneficial online reviews.



	By permitting the possibility of providing Vaccination documents in a methodical manner, fulfilment of safety and health standards and guidelines may be established in relation to COVID. Allocation of survival kits and emergency equipment for visitors in emergency situations. The Travelodge hotel's healthcare insurance package can be used to help with rapid care for guests as well as employees. 
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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:
	
Element 1 – Property Management Systems (PMS)


	The property management system is viewed as a collection of technological tools that help front desk staff members perform hotel operations more efficiently. It involves both providing the visitors with top-notch service and minimizing the staff members' work. Front desk personnel can perform an in-depth research using the PMS to handle customer information as well as generate reports. 
Collaboration: To manage a conventional hotel business and identify the physical point of sale for producing revenue, current assets would be used. With the aid of PMS technology, complex calculations are possible in relation to the administration of information and the projection of financial predictions (Widyantara, I.B.P. and Ardana, I.K., 2015.). It will work together on the management's production cost, expenditures, staff salaries, receivables, and invoices. The front desk employees have the capacity to automatically generate statements and verify the condition of payments that are still waiting.
Centralization: To get the most results in terms of problems solved, qualified workers must oversee the institutional framework (Ivanov, S. and Ayas, Ç., 2017). They would be in a position to pinpoint the precise issues and offer centralized-based fixes, such as a comprehensive booking system. When administering several platforms, it is necessary to delegate tasks to other departments, such as financial management, competitive analysis for raw entering data, and routine program inspection.
Technology infrastructure: In that situation, the emphasis should focus on creating technology infrastructure in order to guarantee seamless applications functioning. In order to facilitate the hotel property management system, updated and validated software, as well as hardware are absolutely necessary. 

	
Element 2 – Hotel reputation


	Through growing social media engagement and satisfying overall customer standards, the Travelodge hotel could maintain its identity. It is strongly recommended for the development of the organization to gather suggestions from consumers and tourists. In that instance, the front desk staff must guarantee a high degree of client satisfaction by resolving their grievances and offering exceptional service. 

Personalization: The Travelodge hotel software will maintain track of client information so that frequent guests can be given preferential treatment and amenities. For instance, sending them Christmas wishes, birthday and wedding anniversary wishes, rewarding them through a rewards program to motivate them to come back, and personalizing the specifications and amenities of their favourite room (Santhanam, N., Kamalanabhan, T.J., Dyaram, L. and Ziegler, H., 2015). It enhances the Travelodge hotel's market presence, where devoted customers are greatly valued.

Creative stuff to enhance brand value: Front desk employees at the Travelodge hotel are in charge of developing unique material about the discount cards that correspond to events. Additionally, it emphasizes on and examines results in consequences in a certain sector, such as historic events, Major sporting events, and seasonal opportunities for customer interaction (Chauhan, A., Shukla, A. and Negi, P., 2018). They can persuade a considerable amount of prospective consumers to select Travelodge hotel for their vacation by producing unique material about the hotel rooms, amenities, and some other offerings.

Emphasizing property value: Managing a hotel entails appreciating the hotel's current assets, which enhance its brand image. Customer satisfaction is influenced by staff conduct as well as hotel room amenities, furnishings, and quality services.


	
Element 3 - Communication 


	The front desk department is responsible for serving as a facilitator amongst several Travelodge hotel departments. Depending on the need to develop wise decisions and market barrier-climbing tactics, the divisions would communicate the information they had gathered.
Positive strategy: Employees are trained in various signals or coded language that they might apply to facilitate consistent interaction in front of customers. Without upsetting clients, it is utilized to lessen the effort and hesitancy related to knowledge exchange. For customers to feel satisfied, staff members' interactions with them should be appealing, approachable, and encouraging.
Methods: In order to effectively manage personnel and occurrences, communicating should be both verbally and in writing (Guswiani, W., Darmawan, 2018). The written approach has benefits, including the ability to provide regulations and policies in concrete form, agreements among visitors and hotels, validation letters for bookings, and feedback information. On the opposite side, the oral technique discusses how to communicate verbally, including when welcoming clients and interacting with them to provide the finest service.

Shared information: The corporate department could use consumer data to make sure that marketing strategies according to loyalty, area, or gender are successful. It increases Travelodge's revenues by spotting opportunities for market expansion (Robinson, R.N., Kralj, A., Solnet, D.J., Goh, E. and Callan, V.J., 2016). The human resource management section is informed about open positions in various departments in order to assign qualified personnel to carry out responsibilities. The advertising team shares financial statements with the accounting department concerning the expenditure for advertising services and infrastructure, on the other side.

	
Element 4 - Staffing 


	In the Travelodge hotel, Quality management is regarded as the preliminary stage of recruitment, during which time job vacancies are sought for. The Human resource manager would consider what was necessary to fill the role's open position. They should establish precise standards and the amount of personnel needed to manage tasks according to the task evaluation.
Recruitment and selection: After determining the number of workers needed, they are in charge of cultivating a candidate base from targeted locations, including such specific places and institutions (Melián-González, S. and Bulchand-Gidumal, J., 2016). Several tests are administered to the applicants in order to choose the most suitable applicant for the position. Both the expansion of Travelodge and the improvement of organizational effectiveness are influenced by it.
Placement and orientation: Chosen staffs are given open roles and are given an induction program so they may learn more about the Travelodge hotel in general. The goal of the orientation program is to create a welcoming environment for new recruits. The appropriate position provides employees with a chance to demonstrate their abilities in the assigned tasks and duties.
Training & development: Several training facilities are available to staff members based on their needs in order for them to be effective in carrying out activities. Because the hospitality industry is so attentive and respectful to the goodwill of a company, it lowers the likelihood of errors occurring at workplace (Alananzeh, O.A., Jawabreh, O., Al Mahmoud, A. and Hamada, R., 2018). The Travelodge hotel must utilize the appropriate performance evaluation methods in order to boost efficiency and acknowledge the contributions of the current staff. Expanding responsibility decreases staff churn while also raising employee satisfaction. 
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