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	The front desk of a hotel requires a unique set of skills that go beyond just being friendly. The front desk staff is crucial to ensuring the smooth operation of a hotel, from checking guests in to handling complaints. 
Working at the front desk requires excellent communication skills. You must be able to communicate effectively with guests, colleagues, and other hotel departments. It is important to greet guests with a friendly and welcoming attitude at check-in, as this sets the tone for their entire stay. Making sure guests feel valued and that their needs are met is essential. Despite difficult or unhappy guests, remaining calm, patient, and empathic is key to diffusing the situation and finding a solution they will accept.

Attention to detail is equally important as communication skills. The front desk staff must enter accurate guest information into the hotel management system, including room numbers. Handling cash, balancing cash drawers, and processing credit cards also require attention to detail. Errors in these transactions can negatively affect guest satisfaction, create accounting issues, or even be legally problematic.

The ability to multitask is another essential skill for working on the front desk. The front desk staff must be able to handle multiple tasks at once while remaining calm and focused. It involves answering incoming phone calls, responding to guest inquiries via email, managing reservations, and ensuring that guests receive prompt service. It is also important to prioritize tasks based on their urgency and importance when multitasking.

Being organized is as important as multitasking. The hotel's front desk staff should be familiar with the layout and amenities of the hotel, as well as having quick and easy access to any information they may need. It allows you to provide accurate and timely information to guests and colleagues, which ultimately saves time and enhances guest satisfaction.

The ability to solve problems is another essential skill for working at the front desk. No matter how well-run a hotel may be, there will always be challenges that arise. It could be anything from a guest complaint to a software issue. Being able to think creatively and find solutions that satisfy guests is crucial. In order to achieve this, you will need strong analytical skills, the ability to interpret data and identify trends, as well as the ability to come up with new ideas that will improve the guest experience.

The ability to work well under pressure is also crucial when working at the front desk. It is common for hotel staff to deal with high-pressure situations, especially during high season or events when the hotel is at full capacity. Additionally, managing multiple tasks at once can be stressful. In order to ensure that guests feel comfortable and confident that they are in capable hands, staff must remain calm, positive and professional at all times.

The front desk of a hotel requires a variety of skills, including effective communication, problem-solving, organization, and attention to detail. A few of these skills may come naturally to some people, while others may require training. By practicing and developing these skills over time, front desk staff can enhance guest satisfaction and contribute to hotel success.
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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?


	Smile and greet each guest with a friendly attitude.
Provide prompt check-in and check-out services.
Provide accurate information about the hotel's facilities and services to guests.
Ensure that any complaints or issues from guests are handled efficiently and professionally.
Keep the front desk area clean and organized.
Work with other staff members to ensure smooth operations.
Prioritize tasks according to their importance and urgency.
Keep track of front desk inventory and supplies.

	As a hotel representative, I will be attentive to guests' needs and concerns. My goal is to provide tourists with accurate information about the hotel's facilities and services, as well as suggestions for local restaurants and attractions. Any complaints or issues raised by guests will be handled tactfully and diplomatically, and they will be resolved as quickly and efficiently as possible.

	Prioritizing tasks according to importance and urgency is one of my responsibilities as a front desk associate. To ensure that everything runs smoothly, I will maintain a clear and open line of communication with other staff members. In addition to keeping track of inventory and supplies, I will ensure that the front desk area is clean and organized. As well, I will remain calm and composed in the face of any unexpected challenges, and I will handle them with professionalism and grace.
	Train other employees to take over critical front desk tasks: Train other employees to take over critical front desk tasks in the event of an emergency.
 Hire temporary staff on a zero-hour contract who are able to step in at a moment's notice 

Implement software and technology to automate tasks like check-in and check-out, reservation management, and billing.

Establish clear procedures: Make sure that all employees are aware of the procedures for handling unexpected situations.

Share resources with nearby hotels during emergencies and provide backup staffing when needed.


	


	
	
	

	


	
	
	

	


	
	
	

	


	
	
	



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)


	
The successful operation of a hotel requires a multifaceted approach that considers various factors such as property management systems, hotel reputation, communication, and staffing. Each of these factors plays a crucial role in determining the overall success of the hotel. In this essay will be presented the key elements required when considering these four elements of hotel operations as follow:

Property management systems (PMS) are essential software applications for managing hotel operations. Front office operations, housekeeping, reservations, billing, and other related functions are managed with it. All hotel processes are managed by a robust PMS, which serves as a central hub for all hotel operations. Considering a PMS for hotel operations requires the following key elements:

Reliability: A reliable PMS is essential to hotel operations. It should be able to handle high volumes of data without crashing, and it should produce accurate reports.

Simplify: Hotel staff can manage their workload more efficiently with a PMS that is easy to use. The software should be easy to navigate, and it should be easy to train new staff members.

Integration: A hotel management system should be integrated with other hotel systems, such as revenue management, accounting, and point of sale. Using this integration eliminates the need to manually transfer data between systems, saving time and effort.

 Security: With data breaches being common, security is of utmost importance. A PMS should have strong security features to ensure sensitive guest information is protected.






	
Element 2 – Hotel reputation


	
A hotel's reputation plays an important role in its success. When a reputation is good, bookings and revenue increase, while a poor reputation can lead to a decline in bookings and revenue. Consider the following elements when considering hotel reputation:

Quality service is one of the most important aspects of a hotel's reputation. It is important for staff to be friendly, helpful, and attentive to the needs of guests. To ensure consistency in service, the hotel should also have standard operating procedures.

Cleaning: Guests expect a clean hotel as a basic expectation. The reputation of a hotel can be damaged significantly if it fails to maintain cleanliness standards.

Feedback from guests provides valuable information for improving hotel operations. Guests should be encouraged to leave feedback, and hotels should respond to both positive and negative feedback professionally.

Possess a social media presence: social media is a key tool for marketing and managing reputations. To engage with guests and respond to feedback publicly, hotels should maintain an active social media presence.







	
Element 3 - Communication 


	Communication is the key to the success of any organization, and hotels are no exception. The goal of good communication is to ensure that everyone is on the same page and working toward the same goal. Here are some key elements to consider when considering hotel communication:

Clear communication channels: Departments and employees should be able to communicate with each other clearly. Each person knows their responsibilities and can work effectively together as a result.

A regular training program should be provided to staff to improve their communication skills. Among the topics that can be covered are conflict resolution, interpersonal communication, and effective listening.

Technology: Messaging apps and email have made communication easier. In order to facilitate communication between staff members and departments, hotels should leverage technology.

 Multilingual staff: Hotels should have multilingual staff in order to communicate effectively with guests from other countries.








	
Element 4 - Staffing 


	
An important element of hotel operations is staffing, as it has a direct impact on the satisfaction of guests and the effectiveness of the hotel. Staffing levels and service quality can be maintained by investing in recruitment, retention, and training programs at hotels. When considering hotel staffing, the following elements are essential:

Recruitment: the recruitment strategy should focus on attracting talented individuals who possess the necessary skills and experience. Cultural fit and personality traits are also important factors to consider during recruitment.

Retention programs should focus on employee engagement, recognition, and career development. A more motivated workforce can be achieved through these programs. They can reduce employee turnover.

Management of performance: Employees should be able to understand what is expected of them as well as what their goals are as part of their performance management program. In this way, it is possible to improve performance and identify areas that need to be improved.



Hotel operations require a multifaceted approach that includes various elements such as property management systems, hotel reputation, communication, and staffing. It takes a combination of reliable technology, quality service, effective communication, and motivated employees to operate a successful hotel. Hotels can improve their operations and provide guests with a memorable experience by considering these essential elements.
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