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Introduction 
Working at the front desk of a hotel is a challenging job that requires a range of skills and competencies to provide excellent service to guests (Al-Mudimigh, Al-Hussain and Soon, 2019). This student journal, will summarize about the key skills required to work on the hotel front desk, including personal reflections and industry examples. It will also discuss how to apply theoretical knowledge while working in the hospitality industry and why this topic is important in the hospitality industry.
Key skills required to work on the hotel front desk
Working on the hotel front desk requires a diverse range of skills that are essential to providing excellent service to guests. The most important skills required for this job include effective communication, customer service, problem-solving, multitasking, and technology (Ren, Zhang, and Huang, 2020).
Effective communication is critical as the hotel front desk employee must be able to interact with guests from different cultures and backgrounds. They need to be able to actively listen, articulate clearly, and respond empathetically to guests' concerns and queries (Singh, and Singh, 2021). Providing excellent customer service is also crucial for a hotel front desk employee. They need to be patient, polite, and professional to leave a positive impression on guests (Ren, Zhang, and Huang, 2020). This leads to loyal guests who are more likely to return to the hotel and recommend it to others. Problem-solving skills are vital as guests often come to the front desk with various concerns and issues that need immediate attention. The hotel front desk employee must be able to identify the problem, evaluate the situation, and make quick decisions to provide a satisfactory resolution (Singh, and Singh, 2021). Multitasking abilities are also essential in this job as the front desk employee may need to handle multiple tasks simultaneously, such as checking-in guests, answering the phone, and providing information about hotel amenities (Ren, Zhang, and Huang, 2020). Lastly, technology skills are essential as the hotel front desk job involves using computer systems and software to process bookings, check guests in and out, and manage their accounts (Singh, and Singh, 2021).
Personal reflection and industry examples
I have realized that I possess some of the skills required to work on the hotel front desk, such as communication skills and technology skills. However, I need to work on my multitasking abilities and problem-solving skills to be a competent front desk employee. In my previous job as a receptionist, I used to greet and welcome guests and provide them with necessary information about the company, which required communication skills. I also used a computer system to manage appointments and schedule meetings, which improved my technology skills.
The hospitality industry is an example of an industry where the hotel front desk job is vital. The hotel front desk employee is the first point of contact for guests, and their services have a significant impact on the guest experience (Al-Omar and Al-Nabulsi, 2020). A recent example of the importance of the hotel front desk job is during the COVID-19 pandemic, where the front desk employees had to implement and enforce new health and safety protocols.
Application of theoretical knowledge in industry
I plan to apply my theoretical knowledge of effective communication, customer service, and problem-solving skills in my future hospitality job. I will also utilize my technology skills to enhance efficiency and accuracy in tasks. Furthermore, I plan to seek opportunities to improve my multitasking abilities by practicing prioritizing tasks and staying organized.
Importance of the topic in the hospitality industry
The hotel front desk job is crucial in the hospitality industry as it sets the tone for a guest's entire stay. The hospitality industry relies heavily on guest satisfaction, and the front desk employee's service significantly impacts the guest's perception of the hotel (Bhagat and Sebok, 2018). The hotel front desk employee's role has become even more important in the post-pandemic era, where health and safety are paramount concerns.
Conclusion 
In conclusion, working on the hotel front desk requires a diverse range of skills that are crucial to providing excellent service to guests. Effective communication, customer service, problem-solving, multitasking, and technology are some of the key skills required for this job. As the first point of contact for guests, the role of the front desk employee is vital in the hospitality industry. It is essential to have a skilled and competent front desk employee who can handle guests' concerns and implement new health and safety protocols effectively.
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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?


	Below is my action plan following the tips of being a great front desk worker discussed by Girard (2020)
· I will start the day by checking all systems, such as the reservation system, phone system, and email inbox, to ensure everything is functioning properly.
	As discussed by De Palma (2018) below is my action plan following this question. 
· I will ensure that all guest requests are fulfilled in a timely and professional manner.
	· My plan focuses on key responsibilities of the front desk associate role, such as customer service, communication, organization, and professionalism as discussed by Revell (2018).
	Following this question below is my action plan as discussed by Appelbaum and Helms (2018).
· Develop a written contingency plan that outlines procedures for addressing unexpected absences, such as those caused by illness or emergency.

	· Review the daily schedule and ensure all expected arrivals and departures are accounted for.
	· Keep a detailed record of all guest interactions and requests in the appropriate system.
	· It emphasizes the importance of providing exceptional customer service to guests, which is critical to the success of any hotel (Revell, 2018).
	· Cross-train staff members in different roles to ensure that there is always someone available to fill in when needed.

	· Familiarize myself with the hotel policies and procedures, including check-in and check-out procedures, room rates, and available amenities.
	· Maintain a professional appearance and demeanour at all times.
	· It prioritizes tasks based on urgency and importance to ensure that all guest requests are fulfilled in a timely and efficient manner (Revell, 2018).
	· Develop a clear system for communication with other departments, such as via email or phone, to ensure that operations continue to run smoothly in the absence of a manager.

	· Ensure the lobby area is clean, well-lit, and welcoming for guests.
	· Communicate with other departments, such as housekeeping and maintenance, to ensure smooth operations throughout the shift.
	· It emphasizes the importance of communication with other departments to ensure smooth operations (Dollaghan, 2019).
	· Establish clear lines of communication with management, so that they can be notified quickly in the event of an unexpected absence.

	· Greet all guests with a smile and welcoming attitude and assist with any questions or concerns they may have.
	· Prioritize tasks based on urgency and importance to ensure that all guest requests are fulfilled in a timely and efficient manner.
	· It emphasizes the importance of maintaining a positive attitude and professional demeanour, even in challenging situations (Dollaghan, 2019).
	· Conduct regular training and drills to ensure that all staff members are familiar with the contingency plan and can respond quickly and effectively in the event of an unexpected absence.
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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)


		A property management system (PMS) is a software application used by hotels and other accommodation providers to manage their operations, including front desk, reservations, housekeeping, accounting, and other activities (Biedermann, 2020). There are several key elements that are required when considering PMS in hotel operations. According to Roth and Bortz (2022) the first key required element is Integration. One of the most important elements of a PMS is its ability to integrate with other software and systems used by the hotel. For example, a PMS should be able to integrate with point-of-sale (POS) systems, payment gateways, channel managers, and other systems to streamline operations and reduce the likelihood of errors. The second one is User-Friendly Interface. The PMS should have an easy-to-use interface that allows staff to navigate through the system and perform tasks quickly and efficiently. This is important for reducing training time and improving staff productivity. Another required element as discussed by Roth and Bortz (2022) is Data Management. A PMS should be able to manage large volumes of data effectively and efficiently. This includes guest data, inventory data, financial data, and other types of data that are critical to hotel operations. Reporting is also a required element. A PMS should have robust reporting capabilities that allow hotel management to generate reports on a wide range of metrics, including occupancy rates, revenue, expenses, and more (Mihaylova, 2021). This data is essential for making informed decisions and driving business growth. Automation is also a required element (Mihaylova, 2021). A PMS should have the ability to automate routine tasks, such as generating invoices, sending confirmations, and updating inventory levels. This can save staff time and reduce the likelihood of errors. Security comes as the second last required element discussed in this topic. A PMS should have strong security features, including data encryption, secure logins, and access controls. This is essential for protecting sensitive guest and financial data (Mihaylova, 2021). Lastly is Scalability. The PMS should be scalable, meaning that it can handle increasing volumes of data and transactions as the hotel grows. This is essential for ensuring that the PMS can continue to meet the needs of the hotel over time (Roth and Bortz, 2022).

	
Element 2 – Hotel reputation


	Hotel reputation is a crucial element of hotel operations as it impacts a guest's decision to stay at the hotel (Pizam, 2020). Reputation management involves creating, monitoring, and maintaining a positive image for the hotel, which is vital to attract new guests and retain existing ones. According to Ye, Zhang and Yau, (2018) one of the key elements that are required when considering hotel reputation is the Guest Satisfaction. The satisfaction of guests is a critical element of hotel reputation. To ensure guest satisfaction, hotels must provide quality services, amenities, and facilities that meet or exceed guest expectations. The second key element is Online Presence (Pizam, 2020). A strong online presence is essential for hotel reputation management. Hotels must maintain a website and active social media accounts to interact with guests and manage their reputation online. Another key element is Reviews and Ratings. Online reviews and ratings are a significant aspect of hotel reputation management (Ye, Zhang and Yau, 2018). Hotels must monitor online reviews and respond to guest feedback, whether positive or negative. Brand Identity is another key required element as discussed by Ye, Zhang and Yau, (2018). Hotels must establish a strong brand identity that reflects the hotel's unique features and values. This can be achieved through consistent branding, including logos, colours, and messaging. Staff Training is also another. Hotel staff play a critical role in maintaining the hotel's reputation. Staff must receive adequate training to deliver quality services and uphold the hotel's brand standards. And the last required element is Crisis Management. Crisis management is another crucial element of hotel reputation management (Ye, Zhang and Yau, 2018). Hotels must have a plan in place to address unexpected situations that may damage the hotel's reputation, such as negative publicity or service interruptions.

	
Element 3 - Communication 


	Effective communication is crucial in hotel operations, as it helps ensure that all departments are working together to deliver a seamless guest experience (Clemes and Chen, 2019). One of the key elements that are required when considering communication is Communication Channels. The hotel must have established communication channels that allow staff to communicate effectively (Clemes and Chen, 2019). This includes email, messaging platforms, walkie-talkies, and other tools that facilitate quick and clear communication. The second key elements that are required when considering communication is Staff Training. Proper training is essential to ensure that all staff members understand how to communicate effectively with each other (Chhabra, Chhabra and Goyal, 2020). This includes training on communication protocols, etiquette, and best practices. Furthermore, Language Skills is another key requirement. Hotels must be equipped to communicate with guests who may speak different languages (Chhabra, Chhabra and Goyal, 2020). It is essential that hotels have staff members who can speak multiple languages to accommodate diverse guests. Technology is also another required element when considering communication in hotel operations. Technology plays a significant role in hotel communication. Hotels must ensure that all technology is up-to-date, including the PMS, POS systems, and communication tools, to avoid any communication gaps (Chhabra, Chhabra and Goyal, 2020). Chhabra, Chhabra and Goyal, (2020) also argues that Standard Operating Procedures is a required element. Standard operating procedures (SOPs) help establish clear communication protocols for all staff members. These procedures should outline how communication should occur during different situations, such as emergencies or special requests. Lastly, Peebles and Jones (2018) also argue that Feedback Mechanisms is a required element when considering communication in hotel operations. Feedback mechanisms such as suggestion boxes, surveys, and other feedback tools are essential for hotel communication. This helps the hotel understand the guest's experience and make necessary improvements.

	
Element 4 - Staffing 


	Staffing is a critical component of hotel operations as it directly impacts the guest experience (Wong and Sim, 2020). Key elements required when considering staffing in hotel operations include recruitment, training, scheduling, and retention (Tschmelitschek and Kunc, 2018). The hotel must ensure that the right staff members are recruited, trained, and scheduled to meet the needs of the guests. Proper training is necessary to ensure that staff members have the necessary skills to deliver quality service (Tschmelitschek and Kunc, 2018). The hotel must also ensure that staffing levels are adequate to meet the demands of the business, and schedules should be developed to ensure that all shifts are covered. Finally, retaining staff members is crucial as it helps to build a knowledgeable and experienced team, which ultimately enhances the guest experience (Wong and Sim, 2020).



		Word Count
	1094



References 
1. Biedermann, Y., (2020). Property Management Systems (PMS): Definition and Overview. In Hospitality Technology for Managers (pp. 233-248). Routledge.
2. Chhabra, S., Chhabra, S., & Goyal, S. (2020). Communication in Hotel Industry: An Overview. International Journal of Applied Research and Technology, 9(2), 8-14.
3. Clemes, M.D., & Chen, B. (2019). Analyzing Communication Strategies in the Hotel Industry: A Review of Literature. International Journal of Contemporary Hospitality Management, 31(3), 1754-1780. 
4. Mihaylova, D., (2021). Property Management Systems: An Overview. In Hotel Management and Operations (pp. 461-473). Routledge.
5. Peebles, L., & Jones, H. (2018). Effective Communication in the Hotel Industry. International Journal of Contemporary Hospitality Management, 30(1), 10-18.
6. Pizam, A. (2020). Hotel reputation management: The role of technology and customer relationships. Journal of Hospitality & Tourism Technology, 11(1), 5-20. 
7. Roth, T. and Bortz, A., (2022). The Role of Property Management Systems in the Hotel Industry. In Hotel Management and Operations (pp. 489-499). Routledge.
8. Tschmelitschek, S., & Kunc, M. (2018). Staff planning and forecasting in the hospitality industry: A review. International Journal of Contemporary Hospitality Management, 30(11), 3171-3186.
9. Wong, T., & Sim, S. (2020). Hospitality staffing: A review of the literature. International Journal of Contemporary Hospitality Management, 32(6), 1799-1822. 
10. Ye, Q., Zhang, X., & Yau, O. H. (2018). Enhancing hotel reputation through online review management. International Journal of Hospitality Management, 71, 24-32.









	
Element 2 – Hotel reputation


	







	
Element 3 - Communication 


	







	
Element 4 - Staffing 


	
	








		Word Count
	



References 

image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




