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Skills of the Hotel front desk
People with front desk skills can utilize these skill sets in an office or Hotel business. They refer to a person's capacity for both hard and soft skills, including time management, communication, and technology use. 
Example of the employee of Hotel Front Desk
Receptionist
Assistants of Hotel Desk
Associate of Customer Services
Assistants in Offices






	
There are the following skills that are very essential for the people who perform the work at the hotel front desk
Interpersonal Interaction
As a front desk employee of the hotel business, you might communicate daily with top management, staff members, clients, or consumers. Due to this important aspect of the hotel business, you must alter your voice to interact with them effectively. The employers of the hotel management hire a front desk employee that enjoys interacting with guests so this is the most important skill (Herrity. 2023).
Communication in Written
A front desk employee needs to be proficient in written communication using formal language, spelling, tone, and vocabulary. The office manager instructs the front desk employee to email their business partner a schedule of future activities and meetings. When employing front desk staff, employers look for candidates with exceptional written communication abilities because they may be expected to prepare documents that are delivered to important stakeholders.
Dynamic Hearing
The act of actively listening involves using nonverbal indicators such as nodding, smiling, and eye contact as well as paying great attention to the speaker. Active listening is a crucial ability for front desk professionals because they interact with customers and co-workers often. As a result, they must be able to follow directions and provide courteous service. To make guests feel important, a hotel front desk employee could use active listening to handle a complaint.
Observation of Details
For the front desk, employees’ observation of detail is essential because they carry out a variety of precise activities in the hotel. For instance, must take phone messages from callers to exchange information with management or other corporate officials. If they want the recipient to call them later, they must include the proper contact information. When entering and verifying computerized schedules, front desk staff must pay special attention to every detail to ensure the times and dates are correct. (Mazur. 2023).
Planning
A front desk employee creates, maintains, and updates digital plans or schedules for business operations using their technical scheduling skills. Setting the dates and times for upcoming corporate meetings, business outings, inventory deliveries, performance evaluations, and applicant interviews involves tight collaboration with the office manager. Employers can infer that a candidate has outstanding organizational abilities if they highlight scheduling as a skill on their resume and demonstrate the ability to manage important deadlines and projects. Therefore, the skills of planning are also very important for front desk employees.
Skills to Manage the Stress
The duties that front desk employees carry out daily are highly varied. Additionally, they must help hotel guests and visitors who have questions. Therefore, those in these positions need to be skilled stress managers. Stress-controlling individuals may prioritize work according to its importance and maintain composure. Employers place great importance on candidates who can control their stress since it shows that they have the right attitude to carry out their duties in any circumstance (Ragghava. 2021). One example might be an employee of the front desk making copies for staff members while fielding calls from clients asking to speak with management about a problem with a product. The employee manage their stress level then they perform more accurately.
Problem Solving
A front desk employees needs to be able to identify problems and use problem-solving methods to provide solutions. Since it ensures the continuation of daily business operations, this competence is crucial. A copy machine continues printing sheets with only half of the content on them, so an office assistant examines the manual to figure out why. Before deciding that they need to modify the print mode, they run several experiments (Kaplan. 2023).
Foreign Language
Employees at the front desk of the hospitality sector may deal with clients who speak several different languages well (Lobertreau. 2023). The person must have the skill to speak a different language so they deal with the guest who comes from abroad. 
In short, all the above skills are very important for an employee's work at the hotel front desk. Moreover, these skills very essential for the hotel. With the help of these skills, the employee of the front desk performs their job perfectly.  When they work perfectly then the revenue of the hotel also increase.
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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?


	Impress the visitors when they arrive: When I receive any online booking then I impress the guest with some flowers and give them some tea or coffee.
	I make a list of the online booking and inform the other employees how to treat them So when they arrive in the Hotel we properly arrange the surprise to impress them.
	When they impress with the surprise, pleasant and check out of the hotel without any complaint then they tell the hospitality to their friends and relatives through the activity hotel gets the fame.
	Training to Use Leverage Software: This software is very important for the hotel employee so it is necessary to arrange the training where the new employees know how to use this software.

	Positive Attitude:
I always maintain a positive attitude with the guests. When I irritate and or agitated then it can damage the conversation experience. 

	Concentrating on the End-guest experience: Through this, I build the two important processes. The first Process is to help the customer picture the experience in their head. The second process is a representation of physical reality. Then I easily get their requirements.
	When I concentrate, on the end-guest experience then Know what the guest exactly want and provide the hotel stuff according to their desire.
	Give training to the new employees on how to understand the customer desire what they want.

	A strong web presence is really helpful: 
As a front desk employee, I firstly check Is, our website is properly working or not Because this is, the modern era people prefer online booking.


	When I come to the hotel, I call the IT manager for a small meeting and discuss each thing related to the website.
	I also check the online complaints and comments if I read any negative then contact the managers and discuss it with them then managers work on it
	Read the Online Comments:
Hire an employee who checks the online comments daily and if any negative comments come then immediately respond to them to manage (Tas. 2023) 

	Solve Problem Quickly: If some guest makes a complaint then I solve it quickly as possible. 


	When I listen to a problem or Complaint then I quickly note it down and set a meeting with the manager to manage the complaint or problem quickly 
	When I solve the guest's problem as soon as possible then they easily stay in the hotel comfortably and recommended the hotel to their family and friends.
	Educate and empower the Hotel staff: Give some sessions to the Hotel staff this session tells them about how to make decisions when the manager is absent (Kokemuller. 2020). 

	I also check every work that the manager checks and ask every guest to fill out the Performa how they get experience in the Hotel
	 I prepared the Performa.  Solve the Performa from every guest when they do the checkout process.
	Through this, we know the hotel's positive and negative point
	Small Session: give a small session to the employees where they learn how to make Performa and why it is important.
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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)


	
In the 1980s, the first plans for property management in the hotel sector were established (Bonvin. 2003). Currently, they are regaded as the most significant hotel technology. Hotels utilize a sophisticated piece of software called a property management system, or PMS, to manage things like sales and planning, reporting, and operational front office tasks. Including reservations, guest information, online reservations, charge posting, point of sale, telephone, accounts receivable, sales and marketing, events, food and beverage costing, materials management, HR and payroll, maintenance management, and quality management, the system automates every facet of hospitality management (Mackenzie. 2020).
Advantages of Hotel Property Management System
A contemporary property management system used in the hospitality industry offers the following significant business advantages:
Adaptable space management
Automated event notification capability
The capacity to compile all knowledge in one location
Creation of informative reporting.
Keeping track of all actions taken and modifications performed






	






Key Elements
Service administration
PMS key element that is required for hotel operations is service administration. This feature allows for the planning and organization of service schedules for all of the rooms and the facility. It is useful for keeping track of tasks that have been accomplished, providing reports, and monitoring and changing the statuses of maintenance requests (Laba. 2023).
Placing a Price
The PMS also helps the Hotel administration how to set the prices.  By charging tourists the appropriate rates for lodging, the Hotel administration can enhance your profits. For instance, you can adjust your rates based on the days of the week, the seasons, the time of year, the holidays, the meals, and any additional housing needs. Due to discounted rates, the Hotel administration will also be able to avoid staying in vacant rooms during the off-season.
Automatic Notifications to Customers
The PMS helps to send automatic notifications to the customers so the hotel manager customizes different messages sent to clients via email or messengers.
So, customer in short So PMS features are very important for the hotel operations.


	
Element 2 – Hotel reputation


	
Nowadays, managing an online reputation should be one of the top responsibilities for hotels, whether they are independent or part of a network. Reputation management is crucial in the hotel sector because it is a significant tactic for increasing income by attracting new customers and maintaining connections with current ones (Moura. 2021). For sales to be influenced and hence revenue to be maximized, the hotel's brand must be positively perceived. Additionally, there is a direct correlation between the success of the hotel and its online reputation (Localle. 2021).
Following are some hotel reputation key elements:

Location
Cooking
Workers 
Marketing







In light of this, which is the best way to manage your hotel's online reputation the hotel's operation managers decide (Yeile. 2018).
Offers Benefits and Discounts
The hotel must offer some form of benefit, like a discount, an upgrade, or special treatment for a subsequent stay, to make up for the problem with the guest. This will demonstrate the hotel's expertise and level of concern for the problem, helping to restore lost confidence and perhaps leading to a review of the hotel's low rating. These types of benefits and discounts have a positive impact on the Hotel's reputation.
Technology 
The occupancy and income levels of a hotel will change significantly over time depending on its reputation. The hotel may use technology to improve earnings, boost ratings, and finally remain ahead of the competition by using web analytics (COELLO. 2021).

	
Element 3 - Communication 


	
Communication
In all businesses, but especially in those where you constantly interact with the public, such as in the hotel industry, effective communication is essential. Since you'll likely interact with people from different backgrounds and with different requirements while working in the hospitality industry, inclusion and understanding of others should always be your top communication priorities.
Strong Communication Skills
A hotel manager who has outstanding communication skills can improve the experience of a visitor since it demonstrates that manager values visitors' viewpoints, pays attention to them, and successfully conveys his or her own. Higher customer retention rates, more money, and ultimately better hotel performance could result from this. Pay close attention to the hotel staff as they interact with clients all the time. Because hearing is simpler than listening, pay close attention. When we pay great attention to what the other person is saying, we may comprehend what they are saying and respond in a meaningful way.
Technique of Mirror
The key element to effective communication that is required in the hotel operation to respond effectively affect the hotel's overall revenue So, The secret to good interaction with a guest is to respond to visitors' preferences when interacting with them (Van. 2018). For instance, some guests may have a quick conversation while others may be interested in how soon and on the spot, the issue is fixed. It is important to observe how you greet them and address any problems they may have, so employees must pay attention to their clients and act accordingly.
In conclusion, communication is also an effective and essential element for the hotel operation with the help of effective communication the hotel gets more revenue.


	
Element 4 - Staffing 


	
A lot of labour is needed for hotel operations. To provide visitors with high-quality goods and services, many jobs necessitate both people and machines. All organizational levels of staff must be hired and trained to consistently do their jobs well if the hotel hopes to attract repeat business and build a reputation for providing excellent service.  Someone's skills must match the demands of the employment for them to be hired for it (Mistry. 2022). This is known as staffing. The highly specialized field of staffing includes the hiring, selection, on boarding, placement, training, and development of individuals. Regardless of the degree to which he influences the employees' work, every manager needs to be aware of the legal ramifications of recruiting new staff. Therefore, there must be enough labour for the hotel industry to survive. For the hospitality, business to survive there must be enough workers. Therefore, sufficient staffing is required for the hospitality industry to survive. The success of the hotel industry depends on how willing its personnel are to give it their all and support its objectives. Therefore staffing is a very important key element to fulfilling the hotel's objective and earning revenue.
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