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Key Skills Required for Front Desk Worker in Hotel
The hotel front desk is mainly the initial person who attends to the clients and consumers in hotels. The main duties of a hotel's front desk are providing keys, verifying reservations, and registering guests. In addition, the front desk officer in the hotels also helps the guest by solving their complaint and answering all their questions. Moreover, the front desk officers need key skills to perform the job role successfully. 
Interpersonal communication
Interpersonal communication is one of the most important skills of a hotel front desk employee.  As per the statement of Aryati et al. (2022), interpersonal communication guides communication between more than two people and implicates the interaction of messages, concepts, and data between individuals. Hotel administration is seeking to l recruit a front desk employee who values interpersonal communication skills because it helps to represent the organisation in a positive way. 
Written communication
A hotel front desk officer needs to be good in written communication because it constructs a permanent record of evidence which is extremely important in hotel administration. The hotel front desk officer also with efficiently written communication skills can successfully attend the management because it can be sent to many people at a time. In addition, it's also beneficial because it can be used as a legal document. 
Active listening
Active listening is the method by which people utilise non-verbal communication signs such as smiles, nods and eye contact as well as short verbal motions to obtain the attention of the person communicating. As per the opinion of Belias and Trihas (2022), active listening is an important aptitude for delivering consumer service and obtaining instructions regarding job responsibilities. In this regard, front desk workers in the hotel organisation along with interacting with consumer and organisation personnel on a responsibility basis. In addition, their capability to utilise active listening permits the speaker to feel worthy and listened to. According to the observation of Belias and Trihas (2022), front desk employees labouring in the hotel industry and as part of a multinational corporation can discover individuals with various native languages. In this regard, employers prefer candidates who can talk or write in more than one language.
Stress management
Front desk employees include a variety of job responsibilities to execute each day. In addition, they are also required to assist office guests and hotel guests with their queries. Moreover, individuals in these positions require superb stress management capability to successfully perform the job role. According to the opinion of Feb Dilan (2022), stress management skills permit individuals to remain calm and prioritise assignments in order of pre-eminence. Employer’s value prospects with stress management skills because it suggests they have the proper mindset to bring out their job responsibilities regardless of what is going on around them.
 Problem-solving
Problem-solving skills are one of the most important skills required from a hotel front desk employee because it helps the employee to address and solve the problem. According to the detriment of Barsukova (2022), problem-solving skills are an important skill which assures the continuation of hotel business operations. In addition, problem-solving is one of the main parts of working in hotels as a front desk employee because it helps to address the problems of visitors.  In addition, having and constructing a plan of effort to solve the arising issue along with following through with visitors afterwards to assure their satisfaction.
Customer service
Customer service is a procedure when an employee communicates with the consumers in a proper and comprehending way to guide them to address solutions to their problems. According to the views of Marneros et al. (2022), front desk employees are required to have outstanding customer service skills to support consumer or client satisfaction. In addition, customer service skills help the employee to understand consumer needs and problems. Moreover, it is important for a front desk employee to have proper customer service skills. The hotel industry majorly depends on loyal consumers and useful word-of-mouth marketing. Hotel consumer training is an essential component of a hotel's consumer service strategy.
Computer literacy
Nowadays computer literacy is an extremely important skill which is required from a hotel front desk employee because it enhances productivity and efficiency in the hotel organisation. As per the comment of Damayanti et al. (2022), with the improved usage of computer systems to execute work assignments, front desk professionals are required to understand computer programming to successfully complete their job duties. In addition, it contains an acquaintance to operate computer systems or software programs efficiently. 
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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 would like to include volunteers in order to represent the hotel in an appropriate manner in front of guests. In my opinion it will be useful for the hotel to increase engagement with the customers by allowing the staff to communicate in an open and transparent manner.
	I will provide basic training to the volunteers as well as provide an appropriate schedule to smoothly run the operations. I will be organising the data of the customers in a streamlined and digitised system to increase the efficiency of the process. 
	I think my plan with volunteers will be effective as it will provide me scope to operations considering the help of others. I will strategically solve the issues and follow the schedule to provide in-time services to the customers. I will also ensure that I am able to complete the tasks as it is interrelated to other employees in the organisation.
	According to my analysis, the contingency plan that I can decipher which will be beneficial in the future is to engage in more volunteers to manage under certain conditions. I will resolve the problems by understanding the issues thoroughly and communicating with my peers for the seamless commencement of the tasks 

	I will gather feedback from the customers and ensure that the positive feedback is showcased for further acquisition of the customers. Furthermore, I will ensure the negative feedback is worked on.   
	I will utilise the gathered data for the improvement of customer satisfaction. Additionally, I will also increase focus on the factors which are affecting the smooth operations in the organization.   
	I will use frameworks and models of customer satisfaction for the effectiveness of the business. Furthermore, I have decided to use the information to provide a more customised experience for the customers.  
	I plan to use the conflict management and diversity methods for the mitigation of the challenges as the hotel functions with a vast range of employees. 

	 I will evaluate the progress so far and decide on the future activities which can increase the representation of the hotel to the customers. 
	I will provide the guests with activities which will ensure that the customers are engaged with the hotel services. This will also ensure that the operations run smoothly while the guests are preoccupied. 
	I believe this method will be useful as it attempts to fully understand the needs of the customer and deliver the services accordingly. 
	I plan on increasing the entertainment activities in the hotel which would deepen the relationship with the customers. The increase of such activities would require collaboration with other industries which would also increase the extensive reputation of the brand.  

	I will try to understand and fully communicate with the customers for the better representation of the hotel’s objectives to the customers. The communication that I will evolve will be based on online platforms such as chat groups to gain constant updates. 
	I will follow the regulations of the hotel to ensure that the functions are successfully completed. I will also ensure that the employees are connected through online facilities for the team function in the organisation. Furthermore, the online systems will also allow the customers to easily provide feedback.
	In my opinion, the plan will be successful as it is a strategic process and it is thoroughly planned. However, based on the circumstances in the future, necessary changes can be made in the process.   
	I will utilise the necessary facilities and tools required for the successful mitigation of the challenges faced in the hotel. I will also focus more on the team function and attempt to work with the colleagues to achieve the central goal of the organisation. 



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)


	
Hotel property management systems are capable of organising operations in a hotel including delivering the customers with superior experience. The system allows organisations to streamline the internal operations such as bookings, reservations, room assignment and billing. As per the view of She et al. (2022), the PMS software helps in measuring the internal management practices of the hotel increasing the efficiency of the organisation. Property management is one of the key elements of seamless hotel operations as it includes the management of the hotel’s reservations management and administrative tasks. Front-desk operations and channel management is also a part of the property management system. It is essential to understand which property management system is applicable for the organisation. As commented by Göral and Yurtlu (2022), evaluating the PMS core features and functionality is also a necessary part of implementing the process. Online payment processing, accounting, lease tracking and contract management have to be included in the system.  
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Figure 1: Hotel Property Management 
(Source: Yorkulov et al. 2022)
The property management implementation also requires proper training of the employees as it is the internal digitalisation of the hotels functions. It is also necessary to consider the crucial factors such as user interface and application of database. As commented by Yorkulov et al. (2022), hotel property management can be effectively implemented by selecting a suitable software development partner. Furthermore, in the implementation of this hotel operation it is essential to consider hiring high security systems as it keeps the customer's personal information safe.    







	
Element 2 – Hotel reputation


	
The improvement of the reputation of the hotel can be achieved through the incorporation of a proper marketing system and monitoring and analysing the feedback of the customers.  A strong online brand reputation attracts more customers and increases the consistency of the organisation. As commented by Tam et al. (2022), reputation management is essential in the hotel industry as it ensures increased revenue and customer retention.  A positive perception of the hotel can be built through the formulation of nurturing connections with the clients. Online presence is a major factor for hotels as most customers tend to view the facilities prior to the booking process. Therefore, the creation of an organised website and social media handle is necessary for hotels. The Grosvenor Hotel of New Hampshire has achieved the Forbes list of top hotels in the year 2022 through successful reputation management (d’Arcy, 2022).The positive reviews have to be showcased in order to influence the potential customers and gain customer acquisition. 
Reputation management can be increased through the incorporation of digital marketing strategies as well. Strategies for hotels include content marketing on social media, collaborating with influencers for a greater exposure and digital advertising. As per the view of Ogunyemi (2022), reputation management can be more effective if the performance of the hotel is prioritised simultaneously allowing the organisation to meet the promised standards.          




	
Element 3 - Communication 


	
Communication is a critical component of the hotel industry as it ensures the seamless completion of the internal functions. Communication within the staff, employees and customers is necessary for an effective management system. Increasing the communication in a hotel can be achieved by providing training programs for the employees and increasing workplace inclusivity. As stated by Efthymiou et al. (2022), sustainability of the hotel depends majorly on the inclusive environment of the hotel and includes verbal and non-verbal modes of communication as a workplace for the employees. The organisation has to create an accepting workplace which is free from discrimination, harassment and abuse of the employees. Furthermore, the increase of communication can be useful through the creation of digital booking portals for the seamless experience of the customers. The hotel authorities have to understand that it is also important to prioritise communication with the customers as it affects the perception of the individual. As per the view of Zavisic et al. (2022), communication is crucial in the hotel industry as hotels often accommodate foreigners and it requires overcoming the barrier of language and culture. Therefore, it is necessary to overcome these barriers through communication in order to meet the needs of the customers. 
Communication also reduces workplace conflict and increases efficiency and team function. As per the view of Fernando and Danthanarayana (2022), conflict management can be successfully done through communication. Therefore, it can be derived that proper communication will lead to success of the internal function in a hotel as it is interrelated.                 







	
Element 4 - Staffing 


	
	
Staffing is a critical part of the management process of a hotel which includes the recruiting and training process of the employees. It is essential to understand the requirements of the job positions and hire accordingly by evaluating the candidates.  As commented by Bhatti et al. (2022), the employees of a hotel build the quality of the services provided by the organisation. Furthermore, the selection process of the staff has to be based on the capabilities of the individuals and free of any partiality.  The staffing process in a hotel has to be designed productively in order to hire the competent individuals instead of the most qualified one. It is also a part of the staffing process to distribute the responsibilities between the staff and train the individuals accordingly. Prior to the hiring of an individual it is necessary to evaluate the potential candidates thoroughly based on the skillset while also transparently stating the requirements and expectations of the positions. 
The staffing process can be divided into four global approaches such as ethnocentric, polycentric, region-centric and geocentric. These steps can ensure the effectiveness of the recruitment policy. As suggested by Gberevbie Marvellous et al. (2022), green recruitment process is one of the most effective procedures which hires individuals based on the alignment of the individuals qualities with the environmental management of the hotel. Therefore, commencing a digitised recruitment process can be helpful for the reduction of the hotel’s environmental impacts and sustainability.     
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