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The front desk is the hotel's public face, and it plays an important part in client satisfaction and overall experience. Working at the front desk necessitates a variety of important abilities in order to maintain effective operations and excellent service delivery. In this journal, I will investigate these abilities by integrating personal thoughts, industrial examples, and theoretical knowledge to highlight their importance. Front desk workers may improve visitor interactions, streamline operations, and contribute to the success of the hospitality institution by utilising theoretical knowledge in the field.
When working at the front desk, effective communication is essential. Interacting with visitors, co-workers, and other departments necessitates clear and succinct verbal and written communication skills. Personally, I've discovered that active listening and a polite and professional demeanour during visitor encounters may develop good experiences and long-lasting connections. Furthermore, communication goes beyond encounters with guests. To execute guest demands and guarantee smooth operations, front desk staff work closely with other departments such as cleaning and concierge. Front desk workers may support efficient service delivery and improve the entire guest experience by efficiently communicating client preferences, issues, and special requests to the appropriate departments.
Assume a guest comes at the front desk looking for ideas for nearby activities. A front desk employee with great communication skills may engage the visitor in a discussion, actively listen to their interests, and make personalised suggestions, guaranteeing a pleasurable stay and positive recollections.
Front desk employees typically face unexpected obstacles and must be adept at problem solving and decision making. Front desk employees must think critically and respond quickly while resolving client complaints, dealing with room availability concerns, or making on the spot choices. Using theoretical knowledge to solve problems helps front desk employees to draw on industry best practises and established procedures. Understanding the hotel's regulations on room upgrades, managing overbookings, and dealing with troublesome guests, for example, helps front desk personnel to negotiate such situations confidently and deliver suitable answers. Consider the following scenario, a guest approaches at the front desk with a particular request for an anniversary surprise. However, the plans were not in place owing to a misunderstanding. A front desk expert may rapidly analyse the issue, correct the error, and organise a memorable surprise by utilising problem-solving and decision-making abilities, demonstrating the hotel's dedication to client happiness.
To efficiently run hotel management systems, handle online bookings, and help customers with digital services in the digital age, front desk staff must be computer aware. The ability to use a variety of software tools, property management systems, and internet platforms is critical for smooth operations and customer satisfaction.
Working at the front desk necessitates a wide range of competencies, including outstanding communication, strong interpersonal skills, organisational and multitasking abilities, problem-solving and decision-making ability, and technological savvy. I realised the significance of these talents in providing great guest service via personal reflections and theoretical understanding. Front desk personnel that use these talents successfully may improve client encounters, expedite operations, and contribute to the overall success of the hotel sector. A well-equipped front desk crew offers a great visitor experience, encourages guest loyalty, and keeps the hotel's reputation in the competitive hospitality industry.




		Word Count
	710




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?


	To get a thorough awareness of the hotel's policies and practises, go over training materials, standard operating procedures, and guest service guidelines.
Take note of important details such as check-in/check-out processes, accommodation availability, reservation administration, and emergency procedures.



	Keep an eye on room availability and work with housekeeping to ensure rooms are ready for check-in. Maintain a record of bookings to ensure accurate and up-to-date information. Collaborate with the housekeeping crew to efficiently manage room assignments, taking into account guest preferences and special requests. Keep up to date on current and planned activities, as well as changes in hotel operations that may affect guests' stay.
	In the absence of the manager, this action plan explains the actions to be done as a front desk associate on the first day. I want to represent the hotel properly and provide smooth operations during the shift by being familiar with hotel operations, maintaining professionalism, welcoming and aiding visitors, communicating effectively, and ensuring operational efficiency. The contingency plan, which includes cross-training, written processes, established communication lines, and naming an interim manager, will guarantee that similar circumstances are resolved quickly in the future. I am confident in providing exceptional service and preserving the hotel's reputation by executing these techniques.
	Encourage front desk workers to cross-train so that everyone has a basic awareness of management tasks and responsibilities. Hold frequent training sessions to improve knowledge and skills relevant to manager responsibilities. Create a detailed document outlining the manager's major responsibilities, such as emergency procedures, guest handling guidelines, and day-to-day operating activities.
Update and distribute the instructions on a regular basis to all front desk staff to ensure they are ready to step in when needed. During the manager's absence, a chosen front desk colleague should serve as acting manager.
Provide them with additional training and tools to help them undertake managerial responsibilities successfully.
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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)


	
In the ever-changing hospitality business, competent hotel operations management is critical to delivering flawless guest experiences and retaining a competitive advantage. Property administration Systems (PMS) have evolved as effective tools for streamlining different areas of hotel administration, such as reservations and check-ins, as well as invoicing and reporting. This essay discusses the importance of Property Management Systems in hotel operations, emphasising its essential characteristics, advantages, and role in increasing visitor happiness.
Hotel operations are supported by Property Management Systems (PMS). A property management system (PMS) is a software solution that allows hotels to handle critical operations like as reservations, check-ins, check-outs, room allocations, invoicing, and reporting. The following are the most important factors to consider when dealing with PMS: Reservation Management: A powerful PMS enables effective reservation processing by assuring correct booking information, tracking room availability, managing room kinds and pricing, and remembering guest preferences.
Front Desk Operations: A property management system (PMS) simplifies front desk activities by allowing for efficient check ins and check outs, managing visitor profiles, assigning rooms, and processing payments. This improves efficiency and customer happiness. Hoteliers may monitor key performance indicators (KPIs), analyse guest preferences, track income, and make educated decisions to optimise operations using PMS's full reporting and analytics capabilities. 
Hotels that harness the potential of PMS put themselves at the forefront of the market, ready to provide great service while optimising operational performance.




	
Element 2 – Hotel reputation


	
Hotel reputation is critical in recruiting customers, creating loyalty, and driving overall success in the fiercely competitive hospitality sector. The perception and image of a hotel in the eyes of guests reflects the quality of its services, customer experiences, and overall brand identity. The reputation of a hotel is critical in drawing customers and building loyalty. Ensuring great guest experiences by delivering personalised services, anticipating requirements, addressing concerns swiftly, and surpassing expectations are key components to consider in creating and sustaining a strong hotel reputation. Positive guest reviews and word-of-mouth referrals help a hotel's reputation immensely.
Building a great reputation requires consistently providing high-quality services, maintaining cleanliness and maintenance standards, and providing amenities and facilities that meet or exceed visitor expectations. Managing the hotel's online presence through creating an interesting website, being active on social media, and responding quickly to online evaluations. Monitoring and responding to both good and negative visitor comments demonstrate a dedication to guest pleasure. Providing employees with the skills, expertise, and customer service training they need to provide exceptional service and create unforgettable experiences. A hotel's reputation benefits from well-trained and engaged employees. A solid brand identity helps to strengthen a hotel's reputation. Hotels meticulously create their branding and message in order to fit with their target market and stand out from competition. Consistency in brand image, values, and visitor experiences generates trust and adds to a favourable reputation across all touchpoints.


	
Element 3 - Communication 


	
Effective communication is critical for the successful running of hotels and the happiness of their guests. Key communication components to consider include:
Internal communication includes creating clear lines of communication across departments, encouraging cooperation, and providing information in a timely and correct manner. This provides effective coordination and a smooth operation.
Guest information provides clear and timely information to guests about bookings, check-in processes, amenities, services, and any updates or changes via multiple channels (phone, email, messaging applications). Responding to visitor enquiries or concerns as soon as possible indicates attentiveness and professionalism.
Capabilities in several languages hotels with multilingual employees or translation services can successfully interact with customers from varied backgrounds, making them feel welcome and understood in the age of global travel.
Having a well-defined crisis communication strategy in place to address emergency events such as natural disasters or security concerns is referred to as crisis communication. Clear and timely communication promotes the safety of guests and reduces panic.
Hotels should develop transparent communication channels that allow team members to share information. Regular team meetings, digital communication tools, and clear rules for reporting and handling guest requests or complaints may all help. Providing all staff members with appropriate knowledge and resources improves efficient communication.
As a consequence, the hotel has a cohesive and collaborative workforce that provides excellent guest experiences, supports staff engagement, and propels the hotel's success in the competitive hospitality market.


	
Element 4 - Staffing 


	
The proper workforce is critical to providing outstanding guest experiences and ensuring effective hotel operations. Consider the following factors while hiring: Implementing a rigorous recruiting process to attract suitable people with the appropriate abilities, experience, and attitude that correspond with the hotel's values and service standards.
Training and Development offers extensive training programmes to provide employees with necessary skills, product knowledge, and customer service strategies. Continuous training and development foster professional progress and increase employee happiness.
Scheduling and Staffing Levels Optimising staffing numbers based on demand patterns, providing appropriate coverage during peak periods, and utilising scheduling systems to expedite staff allocation are all examples of ways to improve staff allocation. Staffing levels that are appropriate contribute to smooth operations and guest pleasure. 
Recognising and rewarding employees for their accomplishments and great performance is critical for employee engagement and retention. Employee satisfaction and loyalty may be increased by implementing programmes that recognise outstanding accomplishments, provide chances for professional growth, and provide competitive remuneration and benefits packages.
Investing in comprehensive training and development programmes is critical for equipping employees with the skills and information they need to flourish in their positions. Ongoing training ensures that employees are up to speed on industry developments and meet high performance requirements.
Employee engagement includes creating a happy work atmosphere, promoting open communication, recognising employee accomplishments, and offering possibilities for promotion. Employees that are engaged are more likely to provide great service and contribute to a healthy work culture.




		Word Count
	943



References:
Darios, I. (2023) 10 tactics for Successful Hotel Reputation Management, Cloudbeds. Available at: https://www.cloudbeds.com/articles/10-tactics-for-successful-hotel-reputation-management/ (Accessed: 11 June 2023). 
Duncan, C. (2022) Improve communication in the hospitality industry – 9 tips: DeskAlerts, Improve Communication in the Hospitality Industry – 9 Tips | DeskAlerts. Available at: https://www.alert-software.com/blog/communication-in-hospitality-industry (Accessed: 11 June 2023). 
Elle, G. (2022) Communication in the hospitality industry, GuestJoy. Available at: https://guestjoy.com/blog/communication-in-the-hospitality-industry/ (Accessed: 11 June 2023). 
Foley, M. (2020) Hotel reputation management tips and examples hoteliers need to know, Hotel Reputation Management: Must-Know Tips, Examples | Cvent Blog. Available at: https://www.cvent.com/en/blog/hospitality/hotel-reputation-management (Accessed: 11 June 2023). 
Fox, J.T. (2022) A look at the staffing habits of highly successful hotels, Hotel Management. Available at: https://www.hotelmanagement.net/operate/staffing-habits-highly-successful-hotels (Accessed: 12 June 2023). 
Hotel Tech Report (2023) Best Property Management Systems - Hotel Tech Report. Available at: https://hoteltechreport.com/operations/property-management-systems (Accessed: 11 June 2023). 
Mandlik, C. (2023) How to build a team of hotel staff (...and effectively lead them), SiteMinder. Available at: https://www.siteminder.com/r/trends-advice/hotel-management/build-lead-team-hotel-staff/ (Accessed: 12 June 2023). 
Mann, R., Ramirez, E. and Straus, M.R. (2023) Three innovations to solve hotel staffing shortages, McKinsey & Company. Available at: https://www.mckinsey.com/industries/travel-logistics-and-infrastructure/our-insights/three-innovations-to-solve-hotel-staffing-shortages (Accessed: 11 June 2023). 
Oracle (2023) What is a hotel PMS (Property Management System)?, Oracle. Available at: https://www.oracle.com/hospitality/what-is-hotel-pms/ (Accessed: 11 June 2023). 
Perkins, J. (2022) 5 staffing issues that point to problems in your Hotel’s onboarding process, Insights. Available at: https://insights.ehotelier.com/insights/2022/08/03/5-staffing-issues-that-point-to-problems-in-your-hotels-onboarding-process/ (Accessed: 12 June 2023). 
Petty, L. (2023) What is the importance of effective communication in the hospitality industry? The Hub | High Speed Training. Available at: https://www.highspeedtraining.co.uk/hub/communication-in-the-hospitality-industry/#:~:text=The%20main%20role%20of%20communication,%3A%20verbal%20and%20non%2Dverbal. (Accessed: 11 June 2023). 
Romashko, B. (2022) Online reputation management: Improving the hotel’s reputation – tips and trends by hotelfriend, HotelFriend. Available at: https://hotelfriend.com/blogpost/hotel-reputation-management (Accessed: 11 June 2023). 
image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




