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Working on a hotels front desk will require a combination of soft skills, technical skills, interpersonal abilities, and organisational capabilities. 

The first most essential skill is excellent customer service skills, this will be the foundation for many other skills. When working on a front desk it is essential to be friendly, polite, and approachable. It requires handling many guest requests and complaints all of which will need to be resolved in a calm and professional manner. Delivering good customer service will enhance guest experience and encourage guest satisfaction (Hcareers, 2021). Another aspect of customer service is being able to make sales, front desk staff can promote hotel services, amenities, and upgrades to guests. Being able to effectively upsell and promote is a key part of customer services and it contributes to increasing the hotels revenue. 

Working on the front desk will require strong verbal and written communication skills. Part of the responsibilities will include interacting with guests in person and via phone calls, working alongside colleagues and other hotel departments daily, therefore, having efficient communication skills is crucial. To maintain hotel operations being able to build a rapport with other colleagues is essential. 

As most hotel operations utilise digital systems and software’s, computer skills are very important. Being familiar with computer systems and different types of hotel management systems such as Property Management Systems will be vital to complete front desk duties and tasks (Martzoukou, et al., 2020). Theses software’s are used to manage reservations, check in and out guests, process payments and perform other clerical tasks. Knowing how to resolve issues with the system will also be essential as it can cause errors and delays for guests. 

As working on a hotel front desk will require close communication with guests this can increase the likelihood of challenging situations and potential conflict with guests. A key skill to possess is the ability to resolve conflict, knowing how to stay calm and be empathetic is essential when trying to resolve conflict in a professional manner (Clark, 1993). There may be many challenging issues ranging from incorrect reservations to payment issues for guests, being aware of the policies and procedures around such challenges is also an important aspect of conflict resolution. 

The hotel front desk is a busy department; therefore, adequate time management is vital. Knowing and being able to manage your time efficiently is important to ensure smooth flow of operations at the front office. This means answering guest request promptly and multitasking between managing check in and check outs alongside handling phone calls. 

Another skill that is important is being culturally aware and sensitive. Hotels cater to guests from a variety of cultural and religious backgrounds all with their own traditions and customers. Therefore, having cultural awareness and sensitivity can help ensure that guests are being recognised and appreciated, it will leave them feeling satisfied with the experience and it also helps avoid any conflicts or misunderstandings. 

Having multiple language skills is also valuable, while it may not be necessary it is useful in a multicultural environment (Bloch, 1995). Depending on the location or target market of the hotel, being able to speak in different languages is an asset. It will help enhance the experience for certain guests and can also positively highlight the hotels reputation.

An essential skill for all front office staff is being able to work collaboratively within a team. Front desk staff will have to regularly communicate with other departments such as housekeeping and reservations, being a solid team member will encourage a positive working environment and smooth flow of operations. Having supportive colleagues will ensure professionalism is visible which will enhance the hotels image. 

The hospitality industry requires working irregular working hours this includes working nights, weekends and during holiday seasons. Therefore, flexibility is a key skill to possess, being flexible with your working schedule and availability will help with the development you make within the role.             

Another vital skill is high quality organisational skills, being on the hotel front desk means handling guest information, reservation, and payment details as well as a variety of paperwork. Being able to organise and keep a tidy front desk area will be vital to ensure that all the work is being completed and maintained effectively. Visual display of the front desk area is also an important aspect of keeping guests satisfied as it displays a high level of professionalism. 

These skills provide a foundation for excelling on the hotel front desk; however, this can be furthered through online training and on the go experience (Kim, et al., 2011). 
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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?


	
Maintain clear communication channels; answer phone calls, respond too emailed and answer any guest queries and requests in person. By doing so this build trust and guests needs are also fulfilled. 
	
Effective communication helps manage guest expectations and needs and ensures a smooth experience. These are vital responsibilities of front desk staff. 

	
Strong communication is a vital skill that can build confidence as a front office associate. Being able to effectively complete tasks will ensure that all functions are being maintained in the absences of a manager. This is a skill that can be refined over time and will support this role in the future. 
	
Cross training amongst front desk staff will ensure that there are backup resources available in the absences of a manager and will ensure that all front desk operations are being handled well. 

	
Greet guests warmly and professional, this ensure that guests are prioritised. Providing a welcoming environment personalised to the guest is crucial in the absences of a manager. 



	
Prioritising guest service throughout the shift is vital. Attending to their needs and providing a good hotel service will ensure that guests are satisfied. This creates a positive impression and will make it easier to complete set tasks and duties.

	
Guest service for the foundation of smooth hotel operations. To ensure that front office duties can run effectively throughout the day, prioritising guests is crucial as all tasks revolve around them, their needs, their requests, and their experience at the hotel. 

	
Have resources available for guests such as brochures, booklets and leaflets explaining different services and hotel amenities will be a useful tool to support with guest services. This can help ensure the correct information is being shared with guests. 


	
Read and familiarise myself with the Standard Operating Procedures. Taking the time to read to hotel procedures and guidelines will build knowledge of hotel functions and operations and will be useful when supporting guest queries. 



	
By reading Standard Operating Procedures it will ensure that the hotel established protocols and guidelines are being followed and that throughout the shift consistency is being maintained in daily operations. 

	
Reading Standard Operating Procedure is a solid way to build preparedness. It will build confident in approaching a task and ensuring that the established guidelines have been maintained. 

	
Have all Standard Operating Procedure Documentation available for all front desk staff. Ensure that this documentation included detailed instructions and guidelines on all tasks and emergency protocols. Ensuring that this is readily accessible will prevent mishap. 


	
Ask advice and support from colleagues, utilising fellow front desk staff for support and guidance is essential in the absence of a manager. They have valuable knowledge and insight that that be utilised. 

	
Collaborating and teamwork are crucial to ensure smooth operations, clear communication with other team members will ensure more daily tasks are being completed effectively throughout the shift. 
	
Learning how to collaborate and work alongside colleagues is a vital skill for ensuring smooth operations. It is a skill that can be taken further into the role and utilised in different ways. 
	
A succession plan which outlines the responsible acting manager in the absence of a manager. Clearing defining who assumes responsibility and authority in the absence of a manager ensures that there is support available and with help ensure smooth operations. 



Component Three:
Contribution to Overall Module Assessment: 50% (1000 words +/- 10%)
Describe the key elements that are required when considering these four elements of hotel operations:

	
Element 1 – Property Management Systems (PMS)


	
Property Management Systems is a software solution that was built and designed to help hotels with managing various aspects of their operations. This includes, reservations, storing guest personal information, room inventory, payments and billing and different hotel analysis and reports (Bardi, 2003). There are many elements to consider before considering PMS for hotel operations. 

The first key factor to consider is if PMS can streamline front desk operations and be digitally accessible for front desk staff. The software should make check in and check out processes efficient, manage guest arrivals, assign rooms, and process payments. It should be user friendly so any front desk staff member can learn its functionalities and use it to support front desk operations (Carlisle, et al., 2023). 

Reservation Management is a key aspect of hotel operations, PSM should offer thorough reservation management capabilities. This should include the ability to create, alter, and cancel reservation, manage room availability, and handle different bookings such as single, group or corporate business bookings. Easing integration with online booking systems and the hotel website will enable PMS to be the core function used for reservations (Hotel Tech Report, 2023). This will ensure for smooth flow of operations following guests’ bookings. 

As PMS will handle sensitive guest data, security and data protection is vital. The system should have robust security measures to ensure guest information is protected and its compliant with data protection policies. It should ensure that data is encrypted and regularly backed up especially when integrated with Third Party Systems such as CRM software’s and revenue management systems.


	
Element 2 – Hotel reputation


	
Hotel reputation can play a crucial role in satisfying and retaining guests. When considering hotel operations that are several key elements of hotel reputation to consider, which can have a significant impact on the hotels success and how smoothly they are managed.
Guest reviews and ratings can be a very influential factor in shaping a hotels reputation. Positive reviews and high ratings on online platforms such as Booking.com can help build a solid portfolio for the hotel and support with attracting new and potential guests (Alliance, 2014). If there are any negative reviews, it is essential to monitor and respond in a professional manner to demonstrate that the hotel values the guests’ opinions and experience (Ford, et al., 2012). 

Sustainability can play a huge role in the growth of a hotel’s reputation. When a hotel demonstrates that it has adopted sustainable practices it often gains a positive reputation (Mariani, 2022). Some examples are supporting local businesses, energy and water conservation and utilising Eco-friendly resources are great ways to boost environmental sustainability. Guests are more inclined to utilising and recommend services that promote and adhere to good sustainable practices. 

Rewards and Loyalty programmes are great way to generate guest loyalty and contribute to a positive hotel reputation. By implementing guest loyalty programmes and offering personalised benefits it enhances satisfaction for loyal guests and can lead to positive recommendations of the hotel and enhance its reputation. 

Well maintenance and cleanliness are a very influential factor for guests and can highly impact the hotels reputation. Satisfactory or exceptional cleanliness of the hotel facilities such as rooms, common areas and landscaping can contribute to a positive reputation. Following the COVID-19 pandemic there is an emphasis on hygiene and sanitation therefore, guests are more critical towards unsatisfactory cleaning (Belias & Trihas, 2022). 



	
Element 3 - Communication 


	
Effective communication is crucial for hotel operations to run smoothly and to support with providing competent guest service, there are many elements of communication to consider for hotel operations.
Non-verbal communication can play a significant role in the way staff conduct hotel operations. No verbal cues such as body language, facial expressions and gestures can convey certain emotions (Wood, 2015). Hotel staff need to ensure and be mindful that their non-verbal cues is conveying empathy, attentiveness, and professionalism towards guests, such as a warm smile. Positive body language can help create a welcoming and friendly atmosphere for guests and all staff. 

Technology and digital communication are a key element that can affect hotel operations. With the advancement of technology, hotels are now more reliant on digital communication channels. Staff need to be able to effectively use communication tools such as messaging platforms, emails, and PMS. They also need to be able to utilise the digital functions well to complete set tasks and ensure smooth flow of operations (Bardi, 2003). 

Verbal and written communication between different departments within the hotel is crucial for smooth operations. Staff members need to be able to work collaboratively to share relevant work information to ensure that guest requests and responsibilities are maintained. This can happen through regular meetings, team building exercises and everyday communication all of which will help facilitate smooth operations. 

	
Element 4 - Staffing 


	
The correct staffing is a crucial aspect of efficient hotel operations. The correct team will ensure that the day-to-day functioning and delivery of guest service is conducted well. 
The first key element of staffing is recruitment and selection, this involves attracting and selecting the suitable candidates for the open positions. Hotels need to ensure that they have a strong recruitment strategy and can conduct interviews where they assess the candidates based on skills and experiences to ensure they are a fit for the position. They need to ensure they conduct proper screening and background checks to ensure they can work with the public; HR can be consulted to support with this. 

Providing ongoing training and development courses is an effective way to enhance staff skills, knowledge, and professionalism. Giving extensive training and development post recruitment and during employment can ensure that staff members stay up to date with industry trends, refine their skills and can continue to support flow of operations and functions. 

Cross training and multiskilling are also an effective way to utilise staff. Having staff members trained for different roles and departments can increase flexibility and support with operations (Jones & Martin, 2007). Multiskilled staff can cover for absent staff, support with holiday seasons when business is busy and help perform a range of tasks. This can be useful tool for career advancement and helps staff work more collaboratively (Harri Insider Team, 2023). 

By considering theses key elements of staffing, hotels can build a skilled and engaged workforce that can positively contribute to hotel operations. 
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