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Working at the hotel front desk comes with several responsibilities which require certain skills to carry out the responsibilities efficiently (Bardi, 2010). The skills and abilities of the front desk employees have significant influence on guests’ perception of the hotel. Due to these facts, hotels put significant importance on the skills of the front desk employees. Having strong technical skill is the very first skill required to work on the hotel front desk. As technologies have improved significantly, major front office operations are technology based, for example, booking, scheduling, communication etc. The front desk employee must have strong technical skill to operate technological tools effectively so that activities like booking and scheduling can be done without error (Johnston et al., 2012). Strong communication is another major skill that is required for front desk employees. The front desk employee of a hotel has the responsibility to communicate with the guests coming to the hotel all day long as well as taking and relaying messages to the appropriate recipient (Markovic and Salamzadeh, 2018). Also, guests coming to the hotel have different backgrounds, attributes and different cultures. In order to communicate with all the different people, the front desk employee must have strong and effective communication skill. The front desk employee of a hotel needs to conduct several tasks and activities throughout the day for which the employee needs to have excellent time management skills. Often the employee needs to do multitasking which requires time management so that each task can be done within given time period. The responsibility of conducting several activities requires the front desk employee to have strong organization skill (O’Fallon and Rutherford, 2010). Without organization skill the front desk activities can become complex as all the activities involve several people with several responsibilities. Strong interpersonal skill is another major skill that needs to be possessed by the front desk employee. Effective interpersonal skills enables the front desk employee to collaborate efficiently with co-workers, organizational authority, management and most importantly with the guests. A front desk employee who has excellent interpersonal skill can deliver high quality face to face contact with the guests, visitors and clients. Guests at hospitality organizations perceive about the quality of the organization by the skills, attitude and behaviour of the front desk employees in most of the cases (Tewan, 2009). So, it is crucial that the front desk employees possess excellent interpersonal skill in order to maintain the brand image of the organization. Providing guest service is an important responsibility of the front desk employees. The front desk employees provide guest service by communicating with the guests in a positive and understanding manner to assist them in finding answers to their questions and queries. The front desk employee should be able to provide necessary services to the guests using his or her guest service skill. Active listening is important for a front desk employee as the employee can only provide necessary information and assistance to the guests when they can listen actively to the guests. 
I have learnt many important things about working at the front desk of the hotel. I have learnt that working at the front desk of a hotel requires having multiple skills in order to carry out the responsibilities of the front desk operations successfully and efficiently. The learnings will enable me to excel in my professional life should I build my career in the hospitality industry. The key skills required to work at the front desk of the hotel not only facilitates front desk responsibilities but the skills also facilitate other professional roles within the hospitality industry. The theoretical knowledge that I have gathered from this module will help me in identifying which skills I already have and which skills I should develop to create a successful career in the industry. 
Identifying and learning about the key skills required to work at the front desk are important in the hospitality industry as the skills largely determine the success of the hospitality organizations. Consumers of the hospitality industry perceive the image of the organization by the skills and abilities of the staff and employees due to the fact that staff and employees of hospitality organizations provide hospitality services using their skills and abilities (Wood, 2013). Also, hospitality organizations need to learn about the skills so that they can specify while recruiting staff and employees so that they can get the best possible services from the work force. The hospitality organizations can also train their work force to develop the required skills with a view to providing improved services to the guests.
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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?


	I will greet and welcome the guests nicely and politely so that guests feel positive about the hotel at the first interaction. 

	I will keep checking all the tasks which are under my responsibility if they are happening properly or not. If not, I will try to find the issue and address it. 

	Checking the activities will ensure me that either they are happening smoothly or there is any kind of issue (Tewan, 2009). In either case, I will be able to take actions to maintain efficiency. 
	I will prepare a list in advance regarding the tasks and activities that are to be conducted throughout the certain day so that I can conduct the tasks and activities one by one and I do not need to keep checking constantly. 

	I will try to provide all the necessary information and answers to the queries and questions of the guests (Vallen and Vallen, 2014). I will collect and store guest information efficiently in the customer database.


	I will try to motivate the staff who are working under my supervision to work religiously because motivation can drive them to do better.
	Motivating staff can have significant positive effects on their productivity. Motivating them will enable me to extract the best outcomes from the staff for which my plan is the most effective one for day long productivity. 
	I will prepare the staff to handle situations similar to this so that they can act quickly and efficiently in such situations. I will also encourage them to learn additional skills to handle unexpected situations so that they become apt at handling such situations. 

	I will actively listen to the requirements of the guests and will assist them in finding the appropriate services according to their requirements or I will refer them to the proper authority who provides the mentioned services.


	I will try to find ways of improvement in the tasks that I will be doing (Corgell et al., 2011). If I find a scope to improve an activity, I will implement the improvement. 
	Finding ways of improvement and implementing them are effective ways to conduct front desk responsibilities. Constant improvement can lead to the most efficiency in any activity. 
	I will identify ways of improvement over time and I will implement the improvements continuously so that when such situations occur in future, I do not have to worry about improving different aspects right at the moment. 

	I will keep communicating with the staff and enquire whether they are providing all the necessary services to the guests or not. If a I find any inconveniences regarding guest services, I will try to resolve the issue. 

	I will communicate with the staff and my co-workers to learn if I am approaching in the right direction or not. I will act according to the feedback.
	Communication is the key in conducting any task with efficiency. Communications lets a person know about both positive and negative sides of performance leading to taking actions for increasing efficiency. 
	I will learn about the appropriate ways of conducting activities gradually and I will stay prepared to handle similar situations in future. In a similar situation in future, I will also have experience regarding doing things in the best possible way for which it will be easier for me create a plan. 

	I will prioritize guests and preferences on top of everything. I will learn about their needs, demands and preferences and I will try to provide them the best possible services based on their preferences (Hammer, 2016). 


	I will collect feedback from co-workers regarding my first day performance and how I am doing. Based on their feedback, I will change or modify certain activities if a feel that their feedback will help me improve. 
	As it is the first day of me working at the front desk, I may be inefficient in certain tasks and activities. Gathering feedback and acting on them is the best possible to identify the inefficiencies and increase efficiency. 
	I will try to improve my skills and abilities as a front desk employee by learning personally as well as by gathering information from my peers. Improved abilities and skills will enable me to face such situations with efficiency. 
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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)


	Property management system is crucial for hospitality organizations for which it is necessary to identify the key elements while considering a property management system. The ability to leverage mobile technology either through a mobile technology or through the ability to access the property management system from a browser on mobile is a key element that is required while considering the property management system. The mobility of the system must be directly integrated to the property management system so that users find it easier to carry out their roles and responsibilities in hospitality operations. The functionality of the property management system is another key element. The property management system should be able to conduct certain functionalities such as, front desk operations, revenue management, back office operations, customer relationship management, analytics capability (Talib et al., 2011). If the property management system fails to provide the basic functionalities, it becomes worthless to spend significant amount for the property management system as the property management system can often cost a big amount. Reliability is an important element to consider in a property management system. While a property management system cannot always provide the perfect solutions, it should be able to provide optimized solutions (Tesone, 2015). This feature is crucial for hotels to rely on the property management system for checking guests in and out as well as for maintaining high level guest satisfaction. Security is a crucial factor while considering a property management system. The property management system of a hotel contains big regarding various aspects of the hotel. Ensuring that the property management system is secure in vital to avoid any kind of security breach regarding data and information.



	
Element 2 – Hotel reputation


	
Developing a strong and positive hotel reputation and maintaining it is extremely important for a hotel. Attracting guests to the hotel and gaining consumer loyalty are largely dependent on hotel reputation. Developing a strong brand image is vital for hotel reputation. A strong brand image represents the quality of the services provided by the hotel. Moreover, the improved brand image of the organization can influence the purchasing decision of the consumers which means guests of the hotel can get attracted to avail the services of the hotel by the strong brand image (Swarbrooke & Horner, 2011). Monitoring and analysing the factors that may pose threats to the reputation of the hotel is another key factor while considering hotel reputation. Identifying the factors, for example, poor housekeeping service and addressing the issue is necessary so that guests do not receive bad service constantly. The reputation of a hotel is dependent on the guests’ perception of the hotel. When guests receive improved quality services, they perceive the hotel to be good and they can also motivate other people to avail services from the hotel. Generating positive reviews is another key element while considering hotel reputation. In the modern world where people from all around the world are connected to each other through internet get more influenced by reviews than anything else. Generating positive reviews can strengthen hotel reputation significantly as a large number of people read them and decide their purchasing decisions based on the reviews. The prerequisite of generating positive reviews is to provide improved quality services to the guests and then encouraging guests to give positive reviews about the hotel. Quickly responding to the negative reviews if there is any is also important for hotel reputation. 



	
Element 3 - Communication 


	
Communication is a vital factor specially in the hospitality sector due to the fact that the process of providing right hospitality services to the guests depends on effective communication. Choosing the right medium of communication is the very first key element required while considering communication. The medium of communication should be easily accessible to all the people involved in the organization so that people within the organization can have a unified communication system through which they stay connected and informed about every necessary detail. Having control of the communication process and communication medium is necessary in order to ensure that staff and employees must maintain order and equity within the system (Bucata and Rizescu, 2017). Instructing people who are involved in the communication system to use clear and concise messages is immensely important for the easy understanding of the message or information. The communication process needs to be concise and should feature only the necessary information. The communication process needs to have a clear objective. The individuals who are involved in the communication process and use the communication medium should be relevant in the process as they are conducting the system with an organizational objective. The communication system also needs to be consistent so that information shared stays the same irrespective of how many times the information is conveyed. 



	
Element 4 - Staffing 


	
The hospitality sector is a diverse place which involves various different types of activities and operations. Hospitality organizations put significant amount of time and effort in the staffing process as the efficiency of the staff and employees determine the success or failure of the organization (Fallon & Rutherford, 2010). The staffing of a hotel requires considering several aspects for different sectors. The front office operations of the hotel require certain skills to be possessed by the staff while the food and beverage sector require different set of skills and abilities (Solomon, 2018).But there are some criteria which need to be considered while staffing. Assessing whether the prospective staff of the hotel are apt at technical sector or not is necessary as most of the operations and activities of the hotels have become technology based in the modern time. Time management skill of the staff is crucial as the staff of a hotel have multiple responsibilities and each of them should be carried out as per schedule. Strong communication is a feature that needs to be possessed by the staff. Having interpersonal skill by the hotel staff is vital. The staff of the hotel need to communicate and interact with the guests constantly which can be done effectively through improved interpersonal skill of the staff. 








References 
Bucata, G. and Rizescu, M. A. (2017), The role of communication in enhancing work effectiveness of an organization, Land Forces Academy Review, 22(1).
Fallon, M. & Rutherford, D. (2010) Hotel Management and Operations, Wiley, London.
Solomon, M. (2018) The Heart of Hospitality. New York: SelectBooks, Inc.
Swarbrooke J & Horner S (2011) Consumer Behavior in Tourism 2nd Ed, Oxford, Butterworth.
Talib, F., Rahman, Z., Qureshi, M. N., & Siddiqui, J. (2011). Total quality management and service quality: an exploratory study of quality management practices and barriers in service industry. International Journal of Services and Operations Management, 10(1), 94- 118.​
Tesone, D. (2015) Principles of management for the hospitality industry. London: Routledge.

image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




