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Employers value front desk skills as they are essential for successful daily operations, so having them on a resume will demonstrate the suitability for the role. Clerical tasks and personable nature are essential to demonstrate that you can perform the role efficiently while providing a welcoming environment. Front desk skills refer to individuals' hard and soft skills in customer service and office settings. Such skills are necessary for receptionists, office assistants, hotel desk assistants, or customer service associates. Showcasing these skills on a resume can benefit job seekers by demonstrating their competence and making them stand out as desirable candidates (Bardi, 2021).
A hotel receptionist can create a positive initial impression on a guest, improve their satisfaction and foster a good reputation for the establishment by having the right skills. Getting these skills and displaying them on a resume can increase the likelihood of obtaining the position. The skills necessary for a successful hotel front desk job are essential for any individual seeking employment in this field. Establishing these abilities on a resume, in a cover letter and during an interview can help to increase one's chances of getting the job. Working at the hotel front desk is an important job requiring various skills and qualities (Xiang., 2015). Hotel front desk staff are the first point of contact for guests, so they must be able to provide a welcoming, efficient, and professional service. To be successful in this role, the following skills are required:
1. Communication: A hotel front desk agent must have excellent communication skills, both written and verbal. They must be able to effectively communicate with guests and colleagues and answer any questions or concerns that guests may have. This includes being able to clearly explain policies and procedures, as well as answer any inquiries about the hotel (Rutherford, 2021).
2. Personal skills: A hotel front desk agent must interact positively with guests and work well with other staff members. They should be able to problem-solve and remain professional in challenging situations.
3. Computer Knowledge: Working in the hospitality industry requires a good knowledge of computer systems. Front desk staff must be able to use basic computer programs, such as Microsoft Office, and hotel-specific systems for booking, check-in, and check-out.
4. Detail-Oriented: A hotel front desk agent must be detail oriented and organised. They must be able to keep track of guest details and ensure accuracy when processing guest information.
5. Customer Service: The ability to provide excellent customer service is essential for working at a hotel’s front desk. This includes being friendly, helpful, and welcoming to guests and also being able to handle complaints and challenging situations in a professional manner. Front desk staff should also be able to provide information about the hotel and the local area (Bharwani and Talib, 2017).
6. Time Management: A hotel front desk agent must be able to manage their time efficiently and effectively. They must be able to multitask and handle multiple tasks at once.
7. Flexibility: A hotel front desk agent must be flexible and able to adjust to different situations. They must handle multiple tasks simultaneously and be willing to work different shifts. They must also adapt to changing circumstances and handle unexpected situations.
8. Knowledge of Hotel Operations: A hotel front desk agent must understand hotel operations and procedures well. They should be familiar with checking in and out guests and be able to answer any questions guests may have about the hotel.
9. Problem-Solving: A hotel front desk agent must be able to think quickly and come up with solutions to any issues that may arise. They should be able to make decisions promptly and problem-solve professionally (Zhao and Ghiselli, 2016).
10. Teamwork: A hotel front desk agent must work well with other staff members and guests. They should be able to collaborate and be willing to help out in any situation.
11. Cash handling: Front desk staff must understand basic accounting procedures and be able to handle cash and credit card payments correctly. They must also be able to settle cash and credit card transactions. 
Overall, working at the hotel’s front desk requires various skills and qualities. The ability to communicate effectively, provide excellent customer service, stay organised and use computer systems are all essential for success in this role (Karlsson and Skålén, 2015). Furthermore, front desk staff must also be able to handle cash and credit card payments, think on their feet and show discretion when required. With the right skills and qualities, front desk staff can help ensure guests have a pleasant experience at the hotel.
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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 will you do to ensure 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?


	 To ensure the hotel is represented well to guests, I will greet each guest in a friendly and professional manner and ensure all guests feel welcome and comfortable (Bardi, 2021).

	The operation will run smoothly because I will follow up with customers to ensure satisfaction with their stay. I will Report any issues to the manager or supervisor as soon as possible, Check in customers who have reservations and assign them to the appropriate rooms.
	Ensure all staff members are informed that the manager is absent and that the front desk operates without a manager. Reassign tasks and duties previously assigned to the manager among the front desk staff members (Xiang., 2015).
	Create a system for the front desk staff to communicate with the manager in an emergency. This could be an email address or a text message system on which the manager can be contacted.

	I will ensure the front desk area is kept clean and organised and also
answer any questions guests may have, such as providing information about the hotel, local attractions, or nearby restaurants.

	During my shift, I will maintain all records of guests, reservations, and payments and ensure accuracy. Monitor the reservation system, and update availability and pricing information as needed.

	Monitor the front desk to ensure staff follow the manager's rules and regulations. Ensure all deadlines are met, and all customer inquiries are addressed promptly. Document and log any requests or complaints from guests.

	Develop a plan for the staff to handle any issues that arise when the manager is absent. This could include assigning tasks to specific staff members, such as customer service and administrative tasks, so the desk is manageable.

	I will follow up with guests after their stay to ensure their satisfaction (Rutherford, 2021).
Ensure that all guests are checked in and out correctly and that their bills are accurate.

	I have to communicate with other hotel departments, such as housekeeping and maintenance, to ensure smooth operations.

	Maintain communication with the manager or higher-up personnel to ensure that the front desk runs smoothly and monitor and restock supplies for the front desk.
	Develop a plan for the front desk staff to handle any problematic customer situations that may arise. This could include training on how to deal with demanding customers and how to handle escalated customer issues.

	
I will ensure that all guests have a pleasant and memorable experience. Assist with any special requests that guests may have.


I will ask guests if they are enjoying their stay, solve any complaints or problems they may have, and provide helpful advice on local attractions.
	
Familiarise myself with the front desk procedures and tasks: I will review the front desk manual and ask questions to other employees if I have any queries.

I will list tasks, make sure all paperwork is in its proper place, and ensure that I am aware of any special instructions my manager has left.
	
I will update customer contact information when necessary and keep all customer information up-to-date.



	Have a plan if the manager is unavailable for an extended period. This could include having a designated staff member take on the manager's duties or having a rotation system in place so that front desk staff can take turns managing (Zhao and Ghiselli, 2016).

	I will follow the standard process for processing reservations, provide guests with their room keys, and collect payment for any outstanding balances. Monitor the hotel’s social media accounts and respond to customer inquiries.
	I will follow the established protocol for customer interactions, reception duties, and other tasks that need to be completed. I will remain professional and maintain a positive attitude throughout my shift. Following the action plan outlined above, operations should run smoothly throughout the shift. By being organised, staying in contact with the team, monitoring
	My plan is the most effective because it covers all a front desk associate's essential tasks and responsibilities. By greeting customers and answering their questions promptly, managing incoming and outgoing calls, updating customer contact information, managing the front desk, and monitoring the office, I can maintain a high level of customer service.
	Have a plan for if the manager is unavailable for an extended period. This could include having a designated staff member take on the manager's duties or having a rotation system in place so that front desk staff can take turns managing.



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 Systems (PMS) are software applications designed to help owners and managers manage their properties more efficiently and effectively. The software enables the user to track and manage all aspects of the property, from resident and lease information to financial details, maintenance requests, and other activities. PMS software can keep track of tenant information, such as contact details, leases, and payment histories. Additionally, it can help managers and owners manage and maintain their properties. For example, it can track maintenance requests, manage work orders, and set rent prices. This helps ensure that all aspects of the rental property are taken care of promptly. PMS software can also help manage finances. It can track income, expenses, and other financial data, allowing the user to understand better their property's financial performance (Moyeenudin et al., 2018).
Additionally, it can be used to generate reports, such as profit and loss statements and rental transaction histories. In addition to these features, PMS software can also help property owners and managers with marketing and communication. It can promote available rental units and communicate with tenants and potential renters. Overall, Property Management Systems are invaluable for property owners and managers. Providing comprehensive tracking and management of properties can help ensure that all aspects of the property are taken care of efficiently and effectively.

	
Element 2 – Hotel Reputation


	
Hotel reputation is an integral part of hotel operations. A hotel’s reputation is based on the quality of service it provides; the environment it creates; the customer service it offers; and its overall level of customer satisfaction. It is the foundation of any successful hotel operation. A hotel’s reputation can be built over time through positive customer reviews, good ratings from travel industry professionals, and a commitment to excellent customer service. A good reputation will draw in more customers, as they will be confident that their needs will be met. A hotel with a good reputation will also have more repeat customers, as they will be sure that their service will be satisfactory. A hotel’s reputation is also determined by its staff. The staff should be friendly, knowledgeable, and helpful. They must take the time to understand the needs of the customer and be able to provide solutions. This will create a positive impression on customers and help build a good reputation. A hotel’s reputation is also determined by its cleanliness and maintenance. A hotel should be kept up to high cleanliness and well-maintained. This will ensure that customers have a pleasant stay and will be more likely to recommend the hotel to others (Karlsson and Skålén, 2015).
Finally, a hotel’s reputation is determined by its pricing structure. The prices should be competitive and reasonable, so customers feel they are getting good value for their money. A hotel must also offer discounts and promotions, so customers feel they are getting a good deal. Overall, a hotel’s reputation is of great importance to its success. It can help attract more customers, create a positive impression, and ensure that customers are satisfied with their stay.

	
Element 3 - Communication 


	
Hotel operations are highly dependent on effective communication. With communication, operations can be smooth and smooth sailing. Hotel operations involve many departments coordinating their efforts to ensure a successful outcome. Communication is essential to ensure that all staff fellows are on the same page and working towards the same objectives. At the decision-making level, communication is vital. Managers need to communicate effectively with their staff and the other departments in the hotel to ensure that all tasks are completed on time (Rutherford, 2021). They must also be able to communicate the goals and objectives of the hotel to their staff. This can be done through regular meetings, emails, and other forms of communication. At the front desk, communication is also essential. Staff effectively communicate with guests to ensure that they have a satisfactory experience. They must also be able to relay information accurately to other departments within the hotel. For example, if a guest has a special request, the front desk staff must be able to communicate this request to the appropriate department. In the kitchen, communication is essential. Staff must be able to communicate with the front desk to ensure that orders are filled promptly. They must also be able to communicate with other departments in the hotel to ensure that the kitchen is sufficiently supplied and ready for service. Overall, communication is essential to ensure that hotel operations run smoothly. Without effective communication, tasks can be delayed or misunderstood, leading to lost time and money. Ensuring all staff members can effectively communicate with each other and other hotel departments is crucial. 

	
Element 4 - Staffing 


	
Staffing is a critical component of any hotel operation, as it directly affects customer satisfaction, employee morale, and the business’s overall success. Adequately staffing a hotel requires careful planning and consideration of the many different roles and duties that must be filled. This can include front desk staff, housekeeping, maintenance, security, and food and beverage staff. It is essential to ensure that the correct number of employees are hired for each role and that each employee is adequately trained and competent in their duties. When planning staffing needs, managers must consider the size of the hotel and the number of guests it typically serves (Bharwani and Talib, 2017). This is important to ensure enough staff to accommodate the number of guests and that duties are adequately distributed to avoid overworking any one employee. In addition, it is essential to have adequate staff to handle unexpected situations, such as a large influx of guests or a sudden increase in demand for services. It is also essential to consider the skill level and experience of the hotel staff. Employees should be trained and knowledgeable in their roles, which can directly affect customer satisfaction. For example, well-trained front desk staff should be able to assist guests promptly and professionally (Bardi, 2021). 
Likewise, housekeeping and maintenance staff should be knowledgeable in their tasks, as this can affect the overall cleanliness of the hotel. Finally, managers should also consider the cost of hiring and training staff. This can have a significant impact on the budget and should be taken into account when determining staffing needs. In addition, managers should consider additional costs such as benefits, vacation time, and overtime pay. In last, staffing is a critical component of any hotel operation. Proper planning and consideration of the number of staff needed, the skills and experience of the staff, and the costs associated with staffing should all be taken into account. By doing so, managers can ensure that their hotel is adequately staffed and that each employee is adequately trained and competent in their duties.
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