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Front desk employees, also known as front desk receptionists or front office staff, are individuals who work in various industries and organizations to provide customer service, administrative support, and handle inquiries. They frequently work at the front desk or reception area as the first point of contact for visitors, clients, or customers (Lenson. 2021). Front desk workers play a critical role in ensuring the smooth operation of an organisation by efficiently managing front office duties and ensuring excellent interactions with clients and visitors. There are following some roles that the front desk employees perform:
 
Sills:
Front desk skills are essential for professionals who work in customer service or administrative roles, as they are often the first point of contact for clients, visitors, or customers.
Here are some key points that encompass front desk skills in detail:
Multitasking Abilities: Being able to manage numerous activities at once is essential in the busy front desk setting. Front desk staff should be adept at prioritizing tasks, managing time effectively, and staying organized amidst constant guest interactions, phone calls, reservations, and administrative duties (Kizer. 2022).
Problem-Solving Skills: 
Front desk staff often encounter various challenges and complaints from guests. It is essential for them to be resourceful and possess strong problem-solving skills to address issues promptly and find satisfactory resolutions (Kaplan. 2023). This may involve collaborating with other departments, making decisions on time, and thinking creatively to resolve guest concerns.
Technology Proficiency: 
In today's digital age, front desk staff must be proficient in using various software and technology platforms specific to the hospitality industry. This includes property management systems, reservation software, electronic key systems, and other tools used for check-ins, check-outs, and guest management (Sean. 2023). A solid understanding of computer systems and the ability to learn new technologies quickly are highly desirable skills.
Professionalism: 
Front desk professionals represent the organization they work for. So, the front desk employees must have professional skills. They should maintain a professional appearance, adhere to company policies, and demonstrate ethical behaviour. Respecting client confidentiality and displaying a positive attitude are essential components of professionalism (Herrity. 2023).
Cultural Awareness and Sensitivity: 
Hotels often serve a diverse range of guests from various cultural backgrounds. Front desk staff should have cultural awareness, sensitivity, and respect for different customs and practices. This includes understanding social norms, dietary requirements, and language preferences, which contribute to creating a welcoming and inclusive environment for all guests.
Conflict Resolution Skills: 
Dealing with guest complaints and conflicts is an inevitable part of working at the front desk. Front desk staff should have skills to possess strong conflict resolution skills to handle challenging situations calmly and professionally. Conflict resolution and preserving guest happiness depend on active listening, empathy, and the search for win-win solutions.
Problem anticipation: 
The front desk employee must have the ability and skill to identify potential issues that the guest face before they arise and take proactive measures to prevent them.
Sales and Upselling Abilities: 
Being the initial point of contact for guests, front desk staff have the chance to upsell hotel amenities and services. Having a sales-oriented mind set, the ability to identify guest needs, and the skill to effectively promote additional offerings can contribute to revenue generation and enhanced guest experiences.
Teamwork and Collaboration: 
To provide seamless guest experiences, front desk personnel collaborates with departments including housekeeping, maintenance, and food & beverage. Being a team player, having strong interpersonal skills, and collaborating effectively with colleagues contribute to efficient operations and overall guest satisfaction.
Cash Handling: 
Basic math skills and the ability to handle cash, process transactions, and balance cash drawers accurately are important for managing financial transactions at the front desk.
Customer Service Orientation: 
Providing exceptional customer service is at the core of front desk responsibilities. Front desk staff must be friendly, approachable, and empathetic to guests' needs and concerns. They should have the ability to remain calm under pressure, handle difficult situations with grace, and go above and beyond to exceed guest expectations (Kuligowski. 2023).
Sensitivity and respect: 
The front desk employee must have skills to manage the sensitivity and respect of the international guest. Sensitivity and respect for diverse cultures and customs, especially when dealing with international guests.
In conclusion, front desk positions at hotels require the ability to deliver exceptional customer service, effectively communicate, handle many responsibilities, be technologically knowledgeable, and solve problems. With these key skills, front desk staff can provide a welcoming and efficient experience for guests. Developing and refining these front desk skills can significantly enhance the customer experience, promote a positive work environment, and contribute to the overall success of an organization.
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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 a quick resolution of this scenario in the future?


	I should become knowledgeable about hotel policies and procedures: 
I will review the employee handbook and any available training materials to ensure I am well-informed.





	As a front desk associate, it's crucial to be well-versed in the policies and procedures of the hotel. So I understand all the policies and work according to these policies. 

	This plan would be effective because it focuses on key aspects of representing the hotel well and ensuring smooth operations.
	Cross-training staff: Cross-training front desk associates on managerial responsibilities can help ensure there is always someone available to step in if a manager is absent. This would involve providing appropriate training and resources to prepare associates for such situations (Hooper. 2021).


	Greet guests warmly: I will make sure to greet every guest with a smile and a friendly attitude. Creating a positive first impression is vital in representing the hotel well.



	I will gather essential resources such as guest registration forms, room key cards, brochures, maps, and any other materials needed to assist guests effectively.
	Greeting guests warmly and providing accurate information create a positive impression and enhance the guest experience.
	Establishing an emergency contact list: Creating an emergency contact list with alternative contacts, such as senior staff members or supervisors, ensures that there is a designated point of contact who can provide guidance or support in case of managerial absence (Tetrault. 2022).


	Handle check-ins and check-outs efficiently: I will ensure the accuracy of payment information and guest information at check-ins and check-outs. Clear communication and meticulous attention to detail will be essential to provide visitors with a great experience.


	I will familiarize myself with the hotel's payment systems and procedures, including processing credit card payments, cash handling, and issuing receipts. I will handle financial transactions accurately and securely, following established protocols.
	Handling check-ins, check-outs, and guest complaints efficiently helps minimize any potential disruptions.

	Regular managerial meetings: Conducting regular meetings with managers can help in sharing information, discussing potential scenarios, and establishing clear protocols for addressing operational challenges in their absence. This ensures that front desk associates are well-prepared to handle various situations effectively (Pitter.2020) 


	Provide accurate information and assistance: I will strive to answer guests' questions and deliver them with precise material about the hotel's facilities, services, and local fascinations. If I am unsure about something, I will not hesitate to seek assistance from other staff members or consult available resources.



	I will maintain detailed records of guest interactions, requests, and incidents, as well as any actions taken or resolutions provided. This documentation will help in case of follow-up inquiries or to provide accurate reports to my manager upon their return.
	By familiarizing myself with hotel policies and procedures, I can confidently handle guest interactions and address their needs.

	Documenting standard operating procedures: Maintaining up-to-date and easily accessible standard operating procedures (SOPs) can serve as a reference guide for front desk associates. SOPs should cover essential tasks and responsibilities, including emergencies so that associates can refer to them when needed (Oragui. 2023).


	Handle guest complaints or issues promptly: In the event of guest complaints or issues, I will remain calm, actively listen to their concerns, and take appropriate actions to address them. 
	This may involve offering solutions, involving relevant staff members, or escalating the matter to the appropriate department.


	Maintaining a tidy front desk area and documenting important information contribute to overall organization and professionalism.
	Implement a buddy system: Pair up new or less experienced front desk associates with more seasoned staff members. This will enable knowledge sharing, mentoring, and support during busy periods or when unexpected situations arise (John and Judy. 2014).
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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 dynamic world of hospitality, managing hotel operations efficiently is crucial for delivering exceptional guest experiences and maintaining a competitive edge. One indispensable tool in this regard is the Property Management System (PMS) (Adaramola. 2021). A PMS serves as the central hub for hotel operations, encompassing various functionalities. The following are some key elements that must be considered in the property management system
Reservations and Front Desk Management: 
A robust PMS should facilitate seamless reservation management, allowing guests to book rooms, view availability, and modify or cancel reservations. Additionally, it should support efficient front desk operations, enabling check-ins, and check-outs, and managing guest requests promptly (John. 2020). 
Guest Profiles and CRM: 
An effective PMS should maintain comprehensive guest profiles, including contact information, preferences, and history. This data empowers hoteliers to personalize guest experiences and anticipate their needs. Utilizing customer relationship management (CRM) capabilities within the PMS enables targeted marketing campaigns, loyalty program management, and the opportunity to nurture long-term guest relationships (Caytano. 2019).
Housekeeping and Maintenance: 
Efficient management of housekeeping and maintenance operations is crucial for guest satisfaction and property upkeep. A PMS should facilitate housekeeping staff assignments, task tracking, and real-time updates on room statuses. Integration with maintenance systems streamlines the reporting and tracking of maintenance requests, ensuring timely resolution and minimizing downtime of facilities.
Reporting and Analytics: 
Data-driven decision-making is key to optimizing hotel operations. A PMS should provide robust reporting and analytics functionalities, generating insightful reports on revenue, occupancy rates, guest preferences, and operational efficiency. These insights empower hotel management to identify trends, make informed decisions, and devise strategies to enhance revenue, improve service quality, and increase operational productivity.
Conclusion: 
A well-designed Property Management System (PMS) is an indispensable tool in hotel operations, providing a centralized platform to streamline and automate essential processes.

	
Element 2 – Hotel reputation


	
Introduction: 
The success of any hospitality venture depends on the quality of the accommodations. It is crucial for bringing in new clients, encouraging repeat business, and maintaining a competitive edge (Lai. 2019). These are the key elements that are essential when considering hotel reputation in the context of hotel operations.
Experience of the Guest: 
The guest experience is the cornerstone of a hotel's reputation. It encompasses all interactions and services provided to guests, from pre-arrival to post-departure. Excellent customer service, personalized attention, prompt problem resolution, and attention to detail contribute to a positive guest experience. Consistency in delivering exceptional service across all touchpoints establishes trust, fosters loyalty, and enhances the hotel's reputation (Gold. 2023).
Quality of Facilities and Amenities:
The quality of a hotel's facilities and amenities significantly impacts its reputation. A well-maintained property with comfortable and clean rooms, state-of-the-art facilities, and attractive public spaces enhances guest satisfaction. From well-equipped fitness centres and spas to high-speed internet access, providing a wide range of amenities that meet adds value to the overall experience and contributes to a positive reputation.
Staff Training and Professionalism: 
A hotel's reputation is built on the skills, knowledge, and professionalism of its staff. Well-trained and engaged employees who possess excellent communication and problem-solving abilities can create memorable experiences for guests. Friendly and attentive staff members who anticipate guest needs (Poe. 2019).
Online Presence and Guest Reviews:
In the current digital era, a hotel's online presence is crucial to assessing its reputation. Positive customer feedback and ratings on online review platforms, social media, and travel websites can have a big impact on a hotel's reputation. The ability to actively monitor and respond to both positive and negative visitor feedback displays a dedication to visitor pleasure. 
Conclusion:
Hotel reputation is a culmination of various elements that contribute to guest satisfaction, loyalty, and positive word-of-mouth. 

	
Element 3 - Communication 


	Introduction: 
Effective communication is a vital aspect of hotel operations that directly impacts the overall guest experience and organizational efficiency. It emphasizes the significance of clear and timely communication among hotel staff, guests, and various departments (Duncan. 2022). There are following the key elements required when considering communication in hotel operations.
Internal Communication: Smooth internal communication is crucial for efficient hotel operations. It involves effective information sharing and coordination among staff members, departments, and management. Key elements of internal communication in hotels include:
a) Clear Communication Channels: 
Establishing well-defined channels, such as emails, intranet platforms, and regular staff meetings, facilitates efficient information flow and reduces miscommunication.
b) Open Communication Culture: 
Encouraging a culture of open dialogue and active listening fosters effective collaboration, problem-solving, and employee engagement. This can be achieved through regular team-building activities and feedback sessions.
Guest Communication: Guest satisfaction heavily relies on effective communication between hotel staff and guests. The following elements are essential for successful guest communication:
a) Responsive Customer Service: 
Promptly addressing guest inquiries, concerns, and requests contributes to positive guest experiences. Staff members should be trained in active listening, empathy, and clear verbal and non-verbal communication (Fontanella. 2023).
b) Multichannel Communication: 
Providing various communication channels, such as phone, email, social media, and instant messaging, ensures guests can communicate through their preferred means, enhancing convenience and accessibility.
Crisis Communication: 
Hotels must be prepared to handle crises and emergencies. Clear and timely communication during such situations is crucial (Amaresan. 2022). Key elements of crisis communication include:
a) Emergency Response Plans:
Developing comprehensive plans that outline roles, responsibilities, and communication protocols during crises ensures a swift and coordinated response.
b) Training and Drills: 
Regular training sessions and drills prepare staff to handle emergencies effectively, emphasizing the importance of clear communication during critical situations.
Conclusion: 
Communication plays a pivotal role in the success of hotel operations.

	
Element 4 - Staffing 


	
Introduction: 
Since it directly impacts the level of service and the overall guest experience, staffing is an essential component of hotel operations. Effective staffing practices help to identify the right personnel, provide them with the proper training, and place them in the correct jobs within the hotel (Mann et al. 2020). The following are the important aspects that must be taken into account while choosing staff for hotel operations:
Staffing and Selection: 
Staffing is the process of fascinating and recognizing possible contenders for hotel positions. It involves advertising job vacancies, screening resumes, and conducting interviews. Selecting the right individuals who possess the necessary skills, experience, and attitude is vital for maintaining service standards. 
Training and Development: 
Once employees are hired, comprehensive training programs are essential to equip them with the necessary knowledge and skills. Staff members should be trained not only in technical aspects such as customer service. 
Performance Management: 
Regular performance evaluations and feedback sessions are essential for monitoring staff performance and addressing any issues or skill gaps. Effective performance management systems set clear expectations, recognize and reward high performers, and provide opportunities for improvement. 
Conclusion:
Staffing is a vital aspect of hotel operations that requires careful consideration of various elements. 
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