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A front desk employee must be both personable and productive when handling papers. Potential employers assess whether applicants have the qualifications essential to contribute to the company's daily operations based on their claims of front-desk experience. Knowing the skills necessary for the work and the reasons why employers value such qualities may increase your chances of getting a front desk position. Simply defined, front desk skills are those that are useful in a workplace or other customer service setting (Shin et al., 2019). It is assumed that you have both soft and hard skills in technology, communication, and time management. Receptionists, secretaries, hotel desk clerks, and customer service agents are just a few of the professionals that depend on front desk skills in their everyday job. It is good to demonstrate to potential employers that you have expertise working in various front desk capacities when applying for jobs.
Some of the key skills that are required to work on a hotel’s front desk are:
· Interpersonal communication: As a front desk employee, you will frequently engage with managers, staff members, and customers. You'll need to alter how you communicate with them because of how crucial this aspect of the work is. Interpersonal communication abilities are highly valued by front desk recruiting managers since they show a candidate's capacity to connect with clients from all demographics, which improves the company's reputation (Reilly, 2018).
· Written communication: It is required of front desk staff to write official emails, memos, and other business documents with proper grammar and spelling. As an instance, the office manager may ask the receptionist to email a business partner to inform them of upcoming events and arrange a meeting. For front desk employment, employers look for applicants with good written communication skills since they may be required to create documents for dissemination to key parties.
· Active listening: One definition of active listening is the technique of expressing interest in the speaker by small vocal movements, nonverbal signs like nodding, smiling, and making eye contact. Employees at the front desk frequently interact with customers and coworkers; thus, they need to be able to actively listen in order to give excellent customer service and understand instructions (Akgunduz et al., 2022). Being able to pay attention actively helps the speaker feel appreciated and heard. When managing concerns, hotel front desk personnel uses active listening to make guests feel heard and valued.
· Attention to detail: Since front desk workers must be exact in their work, paying great attention to detail is an essential soft skill. For instance, the receptionist's duties can involve relaying phone messages from callers to superiors or other staff members. So that the receiver may contact them later, they should provide precise information. To prevent any misunderstandings, front-desk staff must pay special attention to detail when entering and checking computerized schedules.
· Scheduling: Front desk staff utilize a technical skill called the ability to design, update, and manage digital plans or timetables for company operations (Okumus et al., 2017). They schedule meetings, business trips, the delivery of merchandise, employee evaluations, and job interviews in collaboration with the office manager. Candidates that include scheduling as a strength on their resumes are perceived as being well-organized, able to fulfill important deadlines, and capable of staying on top of important tasks.
· Stress Management: A front desk employee's daily duties are various. Employees in this position are supposed to answer any questions that guests at the hotel or visitors to the office may have. People in these professions must thus possess the ability to manage stress efficiently. Being able to control your stress might help you stay calm and make priorities. Employers place a high value on candidates who can remain calm under pressure because it shows they can concentrate on their task despite distractions or challenges in their immediate environment.
· Problem-solving: You must have strong problem-solving skills if you work at a front desk so that you can identify problems and provide fixes right away. This skill is essential to guaranteeing the efficient operation of any business. The office assistant refers to the guide when, for example, the copy machine keeps producing just half of a page. Before deciding to change the print mode, they do a number of experiments.
· Customer Service: The front desk employees must excel in providing excellent customer service if they hope to maintain their customers' or clients' satisfaction (Dewi et al., 2021). A confused customer who wants to know how to update the software they bought from the company but isn't sure where to begin may phone the receptionist. The front desk employee assists them by directing them to the IT division for further in-depth assistance.
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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?


	Aligning tasks based on their priority.

	This will help to work throughout the essential tasks and deal with less priority tasks later.
	I would consider this in order to make sure that all deadlines are met accordingly. 
	I would make sure that employees are treated well for their overtime working hours.

	Understand the need of guests.
	This will help me prepare services as per the need of guests.
	This would be effective as guest satisfaction is the key to successful hospitality business.
	I would make sure that additional supplies and alternatives are ready to offer to unsatisfactory guests.

	Use automation properly.


	This would not let our service become late and will save us time. 
	Since happy customers mean returning clients, this strategy would work well for the hotel industry.
	Backup devices and other offline methods can be kept for whenever we are using such automation. 

	Accurate briefing to staff members.


	This would lead staff members to get efficient as there will be no confusion in their assigned tasks.
	An employee with a fixed mindset will work smoothly, so this plan would work effectively.
	I would prepare a list and put it in the billboard so that employees can look at those whenever they feel confused.

	Getting familiar with the local area.


	This would help me get desired supplies easily.
	Familiarity with local areas will be useful when interacting with guest’s queries.
	I would keep a brochure of the things people can do at this locality.



Component Three:
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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)


	The daily operations of a lodging facility are managed by a piece of software called a property management system (PMS), which functions as a centralized computer system (Kimes, 2016). It may be able to manage not just reservations but also front and back office chores, channels, guest communication, housekeeping, and maintenance, depending on the programmer. 
Pre-stay and post-stay guest communication, as well as automated, business-like emails sent on the owner's behalf, are the main aspects of the PMS system. It is important to have an integrated customer relationship management system that keeps track of visitors' communication choices and important dates like birthdays and anniversaries. A competent property management system's software may enable to keep track of and even pay for direct reservations made by guests (Kimes, 2016). Personnel can use the front desk management module to quickly allocate rooms, check visitors in and out, and handle payment. An effective property management system (PMS) should integrate with a channel manager to handle room availability, revenue, internet channels, and yield management in order to maximize occupancy rates (Buhalis & Leung, 2018). By making sure that property is well-marketed and linked with as many tools as one can, they can increase the chances of getting direct reservations and filling up their rooms. Choosing a software provider that offers additional marketing services to assist their clients and incorporates these elements into their property management software.
Other features of a property management system include tools for maintaining maintenance and scheduling housekeepers to minimize downtime for guests during cleanings and repairs.


	
Element 2 – Hotel reputation


	Keeping an eye on and maybe influencing customer reviews and other comments posted about your facility is part of managing the hotel's online reputation. The bundle includes a variety of related activities including review monitoring, social media activity, search engine optimization, and more (Rialti et al., 2023). 
Social media networks may help you develop relationships with potential event planners and attendees. The profiles may be used to convince guests that their lodgings are safe and that establishments are adhering to all relevant health and safety laws. Because there is so much information available on every social media site, maintaining consistency is crucial to drawing in and keeping your target audience of planners and customers (Rialti et al., 2023). Keeping your currency up to date is crucial if you don't want to fall behind in the ever changing digital industry. Even if times are hard, it's crucial to highlight what you're doing to help customers and employees, what steps you're taking to keep the workplace clean, and, if relevant, your long-term objectives. Responding to reviews left by guests and conference planners on websites like Yelp, TripAdvisor, and Google Reviews will help your hotel build a solid online reputation. Send an email asking for feedback to event organizers and previous guests as a follow-up. Links to your survey or profile should be included on review websites like Yelp and TripAdvisor. By adding a testimonials page to your website, you may collect feedback and reviews from pleased clients.
A hotel's performance in the market might be significantly impacted by its online reviews.


	
Element 3 - Communication 


	The hotel and hospitality sectors depend on satisfied customers. If management and employees aren't working together effectively, the hotel's revenue, client happiness, and employee morale may all suffer. The use of cutting-edge communication tools in hotels may result in happier guests and more efficient operations.
Invest in a cutting-edge internal communications system that delivers messages via digital channels and makes use of mobile devices to connect with remote personnel (Leung, 2019). This will ensure that every employee, regardless of location or activity, is informed of any corporate developments. A hotel's personnel must be able to properly interact with one another if they are to give guests a positive experience. It is advised that hotels employ a variety of communication channels when making significant announcements. The probability that your audience will remember what you say rises as a result of its assistance in message reinforcement. It is more likely that employees will internalize and act on a message the more frequently it is presented to them (Leung, 2019). When developing and implementing new internal communication strategies, keep emergency communications in mind. Both urgent and less urgent communications may be sent to you, so be prepared. In an emergency, you may use this to quickly call the personnel, and you can also use it to communicate routine, everyday information. It is essential for management and employees to have two-way communication because it fosters trust, ensures candor, and lets senior management know about issues that could otherwise go overlooked.
Hotel managers need to be able to communicate with their staff and clients both orally and in writing. They should also be able to successfully use a range of communication channels, be excellent listeners, and possess great interpersonal skills.


	
Element 4 - Staffing 


	A hotel requires an extensive range of jobs and skill levels. As a result, there are many different types of training needs for personnel. Effective communication is a crucial talent for managers to acquire. They could contribute to creating a friendly atmosphere for both hotel guests and other employees by maintaining such open communication.
Depending on their particular job duties, each employee will have various training needs. The type and amount of training an employee will require to advance their skills and productivity at work will depend on their level of seniority (Lee et al., 2015). Food service, order-taking, and menu knowledge are all excellent topics for restaurant staff training, since these skills will assist servers confidently respond to clients' questions and offer useful recommendations. The hotel's front desk staff is a perfect illustration of how the training program needs improvement. As these personnel will be in contact with guests on a daily basis, provide them thorough training in subjects including welcoming and checking in guests, phone etiquette, personal appearance, and handling irate customers (Lee et al., 2015). Ensure that your bartenders understand how to prepare beverages correctly and deliver them to consumers. Depending on the hotel bar, this can entail imparting wine knowledge and cocktail making skills. Bartenders must also be made aware of the dangers of serving alcoholic beverages.
It goes without saying that employees in the hospitality industry require effective communication skills in order to operate effectively with coworkers, clients, and vendors. Everyone must be addressed in a kind, conversational manner.
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