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Student Journal / Hotel Administration and Front Office
Key Skills Required to Work on Hotels Front Desk
Hotel receptionists interact with guests on arrival, departure and during their stay. A hotel front desk employee helps create an excellent first impression, increase customer satisfaction and build a positive reputation for the hotel. Hotel front desk agents are responsible for providing excellent customer service to guests. They often do multiple tasks at once and must be fast thinkers. They must also be familiar with hotel management systems, including booking systems to check guests in and out. Their ability to navigate these systems enables them to offer information each guest needs. A hotel’s front desk receptionist must have a wide range of qualities and skills that help improve the business’ image and build the individual’s professional career. Developing the required skills enhances customer satisfaction and increases the hotel’s customer base. 
Hotel front desk employees require communication, organization, problem-solving, and teamwork skills. Additionally, they require patience, adaptability, attention to detail, leadership, and other technical skills. Hotel receptionists should have strong communication skills that enable them to communicate effectively with customers in person and via phone (Bardi, 2021. Para 10). These efficient communication skills help receptionists pass information to clients adequately. They attend to customer enquiries, discuss hotel charges, and give procedures for acquiring services such as room booking. They also provide detailed information about what the customers should expect during their stay at the hotel. They can solve problems, answer clients’ questions, and give directions through effective communication. Communication skills are essential for hotel receptionists to maintain a positive tone to customers and ensure they are comfortable. Hotel receptionists use practical communication skills to discuss problems with others in the team and suggest possible solutions. Furthermore, they identify areas of improvement and propose ways to improve them.
Those working at the hotel front desk require organizational skills that enable them to perform their different duties as receptionists. The front desk workers may have many tasks to be done simultaneously, so there is the need to multitask. With organizational skills, receptionists can balance their jobs and maintain positive client interactions. Organizational skills and teamwork help receptionists collaborate with colleagues and relate well with their seniors. For example, with organizational and teamwork skills, they can discuss clients’ issues, plan meetings and explore ways to improve their performance. Through these skills, they can align their duties with the hotel’s goals and relate well with others, enabling them to build a conducive workplace for everybody. Additionally, the skills help them create a comfortable stay for the customers. They must also have leadership skills that help them deal with busy shifts.
Hotel front desk employees should also be patient when dealing with customers. Dealing with customer issues and handling aggressive clients require a great deal of patience. The skill is also vital when finding a way out of a high-pressure situation. Being patient ensures that colleagues and customers are comfortable. Patience, coupled with a positive attitude, eases the process of problem-solving. Receptionists must have excellent problem-solving skills that help them overcome challenges in their discharge of duties and create a positive experience for the customers. They are required to solve problems like food allergies, damaged key cards, incorrect room charges and emergencies that may happen to clients. With efficient problem-solving skills, they identify issues, plan a response, and implement it. 
The front desk employees should be adaptable to changes. Quick adaptability helps them learn and embrace changes in strategies that may come their way. Such changes include introducing new marketing strategies and working under new management. Moreover, they should be detail-oriented to deal with paperwork issues, problems in payments and lost items. This attention to detail allows them to attend to all matters without overlooking minor but essential aspects. Due to technological advances, they are required to perform some tasks using computers (Shin et al., 2019.311). This calls for receptionists to apply technical skills to adopt computers. They must use specific computer systems and packages that manage room occupancies, booking, and transactions. Receptionists should be fast learners to learn how to use hotel-specific computer programs. Efficient technological skills help receptionists keep accurate customer records in the system. 
Personal Reflection
From my experience as a front desk employee, the above-discussed skills are handy for efficiently discharging duties. When working as a hotel receptionist, my technical skills helped me record financial data for the hotel. Practical communication skills enabled me to discuss team goals with the manager and form plans to improve customer satisfaction. The skills helped me discuss food allergy issues with clients, which made them comfortable ordering from the menu. Patience helped me deal with challenging customers and helped them locate venues within the hotel. Adaptability allowed me to interact and blend well with new management after replacing the old one. Creativity helped form new marketing strategies, which boosted the hotel’s sales. 
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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?


	First, I will check at all the schedules that are there in the files and try to ensure they run smoothly.


	I will check the hotel’s diary and organize employees to perform their duties.
	Workability-the ability of the plan to work to address issues.
	Organize a meeting with the assistant manager

	

I will check how the employees should be organized and prepare to organize them based on the day’s schedule.
	I will ensure constant communication with everyone.
	Embracement-it can easily be embraced.
	Ask the assistant manager to assist in issues that I do not understand

	
I pull out the records showing all the employees and visitors that need to be contacted and do so. 

	I will also ensure that every visitor is attended to as required by coordinating tasks.
	Enforceability-it is easy to enforce.
	Organize a meeting to discuss how the issue can be handled in the future.

	If there were conference rooms to be prepared, I will contact the employees responsible for the task to ensure everything goes on as planned.


	Moreover, I will ensure problems are resolved by directing them to the right individuals.
	Ability to address conflicts
	If possible, come up with a policy on the roles of a front desk representative if the manager is not available.

	
Moreover, I will ensure I check all emails and attend to them and respond to all telephone calls.

	In addition, I will ensure I ask for clarification where I have an issue to ensure everything goes on well.
	Ability to promote unity among employees
	Enquire for a clarification of roles if the manager is not present.
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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 (PMS) constitutes a software that helps to facilitate a hotel’s administrative and reservation tasks. The system can control reservations, financial transactions, and payment processing (O’Fallon & Rutherford, 2010, pg. 62). Therefore, when considering a PMS for a hotel, different key aspects are vital. One key aspect is mobile friendliness (Kozlov, 2016, pg. 18). A mobile-friendly PMS ensures guests are empowered with self-services throughout their stay. Also, a mobile-friendly PMS allows visitors to interact with the hotel even before they physically appear. In this case, a mobile-friendly PMS can help visitors ask questions and make preservations. Another key aspect to consider is the ability of the PMS to streamline all hotel operations. The primary purpose of acquiring a PMS is to help streamline all operations. Thus, it would be useless if the PMS is not able to integrate all operations. Hence, a PMS must be able to offer third-party integrations (Szende, Dalton & Yoo, 2021, pg. 24). Moreover, another critical aspect to consider is the stability and security of the PMS. Although almost all PMS’ are secure, the security and stability level differ across some factors. For example, there are cloud-based hotel PMS and on-premise hotel PMS (Ivanov, 2014, pg. 22). Cloud-based PMS store information online, while on-premise PMS store information on the desktop. This may offer a security difference to hotel data. In addition, another crucial aspect is ease of use. The PMS acquired for a hotel should be easy to use to avoid incurring extra expenses to train employees. Furthermore, it is vital to ensure the PMS acquired is able to interact with visitors.





	
Element 2 – Hotel reputation


	

Hotel reputation concerns the image of the hotel to outsiders. Hotel reputation management is critical since it controls how a hotel is perceived by guests. If a hotel does not maintain a good reputation, it is likely to close its doors. Then, it is crucial to consider some aspects when focusing on hotel reputation. One important consideration is social media presence. In the digital era, almost everything is online. If a hotel desires to maintain its reputation, it is crucial to have a social media presence and be active on the sites. In the social pages, a hotel can promote its reputation by sharing its brand visually and giving the brand a voice (Dixit, 2020, pg. 6). This is important since it helps to keep contact with followers. Also, having a social media presence can help build relationships with potential customers. Besides, another key aspect of hotel reputation is the ability to engage with audience in real-time. A hotel should be able to interact with customers in real-time (Rialti, Kvitkova & Makovnik, 2023, pg. 46). This can help to address any issues that customers may be experiencing. Such a move can help to build brand loyalty, which can result in extended stays and bookings. Furthermore, a crucial aspect that should also be considered for hotel reputation is ability to optimize website search. For a hotel to manage its reputation, it is vital to ensure it is discoverable, has authority, and remains relevant. This can be attained by considering search engine optimization (SEO) of a hotel’s website. In addition, to ensure hotel reputation is maintained, digital marketing should be embraced.  





	
Element 3 - Communication 


	

Communication is an integral part of hotel operation. Without proper communication, it would be difficult to operate. Thus, there is a need to ensure hotel communication is leveraged. Different aspects should be considered when thinking about communication. One important consideration is having a mobile-friendly digital workplace. Employees need to have access to all information they require to perform their tasks at the highest echelons. Unfortunately, finding relevant information is not always accessible, particularly for non-desk employees because they do not have corporate email addresses (Senasi, 2020, pg. 18). To ensure there is proper communication to all employees in a hotel, a company may adopt a hospitality app that offers employees to all resources, including onboarding initiatives, best practices, and incoming VIP guests. This implies employees can receive communication from any location. Another crucial aspect to consider for communication is training employees. At times, employees may not know how to respond to situations that require them to communicate with visitors. Training employees on good communication and how to interact with visitors is vital. This can help to retain customers. Moreover, when thinking about communication, it is crucial to focus on adopting a communication system that can allow customers to get timely feedback on issues that they point out (Lutz, 2018, pg. 17). This being the case, a hotel should choose its communication systems properly. In addition, the communication system selected must be able to meet different needs of a hotel. For instance, the communication system adopted should be secure to avoid vital information from being accessed by third parties. 





	
Element 4 - Staffing 


	
Staffing constitutes another critical part of hotel operation because it is challenging for a hotel to operate without employees. However, when considering staffing, it is crucial to consider some aspects. One such aspect is the planned budget and projected growth. When staffing, it is vital to go by the set budget and anticipated growth of an organization (Bechet, 2008, pg. 28). This would determine the number of workers to hire since it is not possible to hire more numbers when the expected growth is minimal. For instance, if a reduction in profits is expected in the coming years, a company may consider to hire less employees than previous years. Another important aspect to consider during staffing is temporary vs. permanent workers. In this case, a hotel must be concerned with the cost of hiring full-time and part-time employees. If the hotel is considering employees for a short project, it should go for temporary employees. However, if it is a long-term project, the hotel should go for full-time employees. Moreover, qualifications and expertise constitute another vital consideration. An organization must balance between available budget and qualifications (Adler, 2021, pg. 16). It is important for the hiring organization to distinguish between areas where basic skills and experience are required. However, during the staffing process, education should be considered a necessary skill since with education, training an employee is easy. In addition, when staffing, it is crucial to choose a hiring strategy. It is critical to select a hiring strategy that a company will be comfortable with and cost should also be a determinant. 
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