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[bookmark: _Toc137480247]Component One: What are the key skills required to work at the hotel's front desk?

[bookmark: _Toc137480248]Introduction
Working at the front desk of a hotel requires a diverse skill set to effectively handle guest interactions and manage daily operations. These include communication skills, customer service skills, multitasking and organisational skills, teamwork and interpersonal skills, professionalism and language skills. These skills collectively contribute to providing exceptional guest experiences and ensuring the smooth functioning of hotel operations. A detailed account of these skills is given below, 
[bookmark: _Toc137480249]Communication Skills
Effective communication is at the core of success in a front desk role. Front desk professionals should possess excellent verbal and written communication skills to interact with guests, colleagues, and management (Marneros et al., 2020). Clear and concise communication is fundamental to conveying information accurately, resolving guest inquiries, and handling complaints. According to Jawabreh et al., (2022), active listening skills enable front desk staff to understand and address guest needs promptly, fostering positive relationships and customer satisfaction. Additionally, nonverbal communication, such as body language and facial expressions, is also important in creating a welcoming and approachable environment for guests.
[bookmark: _Toc137480250]Customer service skills
A front desk employee's first objective is to provide great customer service. They reflect the hotel's ideals and brand image as its public image. Possessing strong customer service skills allows front desk staff to deliver personalised experiences, exceeding guest expectations (Lee, et al., 2020). In addition, being friendly, approachable, and empathetic helps create a welcoming environment and build rapport with guests. As stated by Tavitiyaman et al., (2022) front desk professionals should be knowledgeable about hotel services and local attractions to assist guests with inquiries and provide recommendations. Resolving guest complaints effectively and efficiently is also crucial for maintaining guest satisfaction.
[bookmark: _Toc137480251]Multitasking and organisational skills
Front desk professionals often have to handle multiple tasks simultaneously. According to Poddubnaya, (2022), strong multitasking skills enable them to manage check-in and check-out procedures, answer phone calls, respond to emails, and attend to guest requests all at once. Prioritisation and time management skills are essential for effectively allocating resources and handling various responsibilities. Moreover,  Chibili, (2017) emphasised that organisational skills play a significant role in managing reservations, maintaining accurate records, and keeping track of administrative tasks. As a well-organised front desk ensures that guest information is readily available and operations run smoothly.
[bookmark: _Toc137480252]Teamwork and interpersonal skills
Collaboration and teamwork are essential in a hotel front desk setting. To guarantee a streamlined visitor experience, front desk staff members must collaborate closely with other departments including housekeeping, maintenance, and management (Spektor et al., 2023). Moreover, effective communication and teamwork with colleagues from various backgrounds and responsibilities are made possible by strong interpersonal skills. According to Li et al., (2019) to create a productive and peaceful workplace, front desk employees should be flexible enough to accommodate various work styles and personalities. Building strong professional relationships within the team enhances overall productivity and guest satisfaction.
[bookmark: _Toc137480253]Professionalism
 Professionalism is a key attribute for front desk professionals in the hotel industry. It includes a range of qualities such as demeanour, dependability, attractiveness, and conformity to the rules and expectations of the hotel. Hence, creating an excellent first impression on visitors requires maintaining a professional image through well-groomed apparel and a clean and organised appearance (Marneros et al., 2021). Front desk staff should exhibit a courteous and respectful demeanour, treating all guests with equal attention and professionalism. According to Puspita and Helmi, (2022), they should be punctual, reliable, and demonstrate a strong work ethic, fulfilling their responsibilities diligently. Likewise, upholding the hotel's policies and standards, such as confidentiality and privacy guidelines, ensures the trust and confidence of guests.
[bookmark: _Toc137480254]Language Skills
Language skills, especially proficiency in languages other than one's native language, can greatly benefit front-desk professionals. As indicated by Basalamah et al., (2021) in a multicultural and international hospitality industry, being able to communicate effectively in multiple languages allows for better guest interactions and a more personalised experience. Likewise, language skills facilitate clear and accurate communication, eliminating potential barriers and misunderstandings. It also demonstrates a commitment to accommodating guests from diverse backgrounds, making them feel welcome and valued. Thus, language skills contribute to building rapport, enhancing guest satisfaction, and fostering a positive reputation for the hotel.
[bookmark: _Toc137480255]Conclusion
In conclusion, working at the front desk of a hotel requires a combination of communication, customer service, multitasking, organisational, teamwork, and interpersonal skills. Effective communication skills enable front desk professionals to convey information accurately and handle guest interactions with ease. Exceptional customer service skills ensure that guests have a memorable and satisfying experience during their stay. Multitasking and organisational skills are essential for managing multiple responsibilities and maintaining efficient operations. Teamwork and interpersonal skills foster collaboration and create a positive work environment. Likewise, professionalism and language skills enhance guest satisfaction and foster a positive reputation for the hotel.
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Component two: Action Plan

	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?


	
Maintain a professional appearance: Dress neatly and adhere to the hotel's grooming standards to present a polished and professional image to guests.

	Prioritise tasks: Assess the urgency and importance of tasks and create a prioritised to-do list to ensure essential duties are completed efficiently.

	Comprehensive approach: The plan covers various aspects of guest service and operational efficiency, leaving no gaps in ensuring a positive experience for guests and a smoothly running front desk.

	Cross-training: Train other front desk associates to be familiar with managerial responsibilities, allowing them to step in when a manager is absent.


	
Provide a warm welcome: Greet guests with a friendly smile, offer assistance, and create a welcoming atmosphere from the moment they arrive.

	Maintain effective time management: Allocate specific time slots for different tasks, such as check-ins, check-outs, answering phone calls, and responding to emails, to avoid delays or neglecting important responsibilities.

	Focus on guest satisfaction: By prioritising guest needs, offering personalised service, and resolving issues promptly, the plan ensures a high level of guest satisfaction.

	Designate a temporary supervisor: Assign a senior front desk staff member as a temporary supervisor in the absence of the manager, responsible for overseeing operations and making necessary decisions.


	
Display excellent communication skills: Listen actively, speak clearly and confidently, and communicate information effectively to ensure guests feel heard and understood.

	Coordinate with other departments: Communicate effectively with housekeeping, maintenance, and other departments to ensure seamless coordination and address guest needs promptly.

	Effective communication: The plan emphasises strong communication skills, both with guests and other departments, to ensure clear information exchange, minimise misunderstandings, and foster collaboration.

	Clear role guidelines: Develop and document standard operating procedures outlining the responsibilities of front desk associates and temporary supervisors during the manager's absence.


	
Offer personalised recommendations: Familiarise yourself with local attractions, restaurants, and events to provide guests with tailored suggestions that enhance their stay.


	Utilise technology: Make use of property management systems, reservation software, and other tools to streamline operations, track guest information, and manage bookings effectively.

	Attention to the organisation and time management: By staying organised and managing time effectively, the plan helps front desk associates handle multiple tasks efficiently, reducing the risk of errors or delays.

	Communication channels: Establish clear communication channels, such as a dedicated phone line or email address, to ensure smooth communication and quick resolution of issues during the manager's absence.

	

Handle guest inquiries and issues promptly: Address guest concerns promptly, showing empathy and offering solutions to ensure their satisfaction and comfort.

	Stay organised: Keep the front desk area clean and organised, ensuring important documents, keys, and supplies are easily accessible for smooth workflow and efficient guest service.
	The utilisation of technology: By utilising property management systems and other relevant technology, the plan optimises operations, enhances accuracy, and speeds up processes, resulting in improved efficiency.
	Regular updates and drills: Conduct regular training sessions and drills to ensure all staff members are prepared to handle managerial responsibilities in case of unexpected absences and update the contingency plan as needed.
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[bookmark: _Toc137470881]Introduction
Hotels are dynamic industries with many elements to balance each day. To stay organised and productive even on busy days, hotel workers may benefit from a variety of technology solutions. This essay has explored four essential elements of hotel operations: the Property Management System (PMS), hotel reputation, communication, and staffing. This essay aims to enhance the understanding of these elements and their significance for hotel managers and industry professionals aiming to optimise efficiency, guest satisfaction, and overall performance.
[bookmark: _Toc137470882]Element 1 – Property Management Systems (PMS)
A hotel property management system (PMS) is software that controls several elements of hotel operations, such as bookings, cash transactions, and administrative work. It keeps track of hotel data, creates reports, and aids in the day-to-day operation of the hotel by recording guest information (Urdea et al, 2021). 
Key elements of a hotel PMS system include room reservations, housekeeping, front-desk operations, revenue management, customer relationship management (CRM), and back-office management. According to Koh and Hassim, (2021) the room reservations module, also known as a central reservation system (CRS) tracks room inventory and availability, preventing overbooking and providing staff with booking information. Moreover,  Commey et al., (2023) explained that housekeeping modules facilitate task management, allowing staff to create task lists and update them as tasks are completed. They also record maintenance issues and enable communication with maintenance staff.
Front-desk operations modules integrate functions necessary for front-desk staff, such as monitoring room reservation status, processing payments, and generating receipts. Revenue management modules automate dynamic pricing based on factors like time of year and competitor prices (Stringam and Gerdes, 2021). In addition, CRM modules collect guest information, measure satisfaction, and manage marketing efforts. Back-office management modules connect systems for human resources, financial management, inventory control, and sales tracking (Sá, 2021).
Thus, these elements collectively enhance efficiency, guest satisfaction, and revenue generation. They streamline hotel operations, enable accurate reservation management, facilitate housekeeping and maintenance tasks, empower front desk staff, optimise pricing strategies, enhance guest relationship management, and streamline back-office functions.
[bookmark: _Toc137470883]Element 2 – Hotel Reputation
As a representation of the level of service and overall guest experience, a hotel's reputation is essential for drawing in new business and retaining existing clients (Wai Lai, 2019). The following is an overview of the important elements that affect a hotel's reputation: Guest reviews and ratings are central aspects of a hotel's reputation. According to Gerdt et al., (2019), positive reviews and high ratings on different platforms indicate guest satisfaction and serve as social proof for potential guests. By engaging with guest feedback and taking the necessary actions, hotels can build a positive reputation and demonstrate their commitment to guest satisfaction.
Moreover, managing guest expectations is significant for maintaining a strong hotel reputation. This involves setting accurate expectations through clear and transparent communication about hotel facilities, services, and amenities (Gao et al., 2022). In addition, Ali et al., (2023) demonstrated that providing exceptional customer service is a fundamental element of the hotel's reputation. Friendly and attentive staff who go above and beyond to meet guest needs and resolve issues contribute to a positive guest experience.  
[bookmark: _Toc137470884]Element 3 – Communication
The effective operation of a hotel depends on effective communication. It includes communication between staff members, departments, and visitors to exchange information, opinions, and feedback (Liu et al., 2021).  Proper information transmission and understanding depend on clear and succinct communication. According to Patafta and Milohnić, (2023), hotel employees must be able to communicate properly and in a way that is understandable to both co-workers and clients. Clear communication avoids misunderstandings, reduces errors, and enhances efficiency in delivering services. In addition, active listening is crucial to effective communication. As demonstrated by Liu-Thompkins et al., (2022) active listening involves giving full attention, maintaining eye contact, and showing empathy towards guests, creating a positive guest experience. 
Moreover, messages can also be communicated effectively through nonverbal communication. According to Islam and Kirillova, (2021) nonverbal cues including body language, looks on the face, and gestures are significant. Thus, to foster a nice and welcoming environment for customers, hotel staff members must retain professional and welcoming body language, including kind expressions and approachable expressions. Furthermore, effective communication within and between departments is essential for seamless hotel operations. According to Wu et al., (2021), departments such as the front desk, housekeeping, and maintenance need to collaborate and share information efficiently to meet guest needs. Likewise, Regular meetings, clear protocols, and open lines of communication foster effective interdepartmental communication.
[bookmark: _Toc137470885]Element 4 – Staffing
A key component of hotel operations is staffing, which has a significant effect on the level of customer service offered. The following succinct overview summarises the necessary elements of hotel staffing. Recruitment and selection are one of the essential elements of staffing. As indicated by Hassanein and Özgit, (2022) hotels should establish effective hiring processes to attract and select qualified and skilled individuals for various positions. This involves defining job requirements, conducting thorough interviews, and assessing candidates' qualifications and fit within the hotel's culture. In addition, Sen and Bhattacharya, (2019) indicated that training and development play a vital role in staffing. Training covers areas such as customer service, communication, technical skills, and hotel policies and procedures. On-going development programs help staff stay updated with industry trends and enhance their professional growth.
Moreover, staff scheduling and workload management are crucial elements of staffing. Balancing workload and assigning appropriate tasks based on staff skills and capabilities is essential to maintain a motivated and productive workforce (Cabaraban and Borbon, 2021). Additionally, staff motivation and recognition contribute to effective staffing. According to Norbu and Wetprasit, (2021) recognising and appreciating staff members' efforts and achievements create a positive work environment and enhance job satisfaction. Furthermore, Stratone et al., (2022) emphasised that open and transparent communication channels foster collaboration among staff members and departments, enabling efficient coordination and problem-solving. Encouraging teamwork and creating a supportive work culture fosters a sense of unity and enhances overall staff performance.
[bookmark: _Toc137470886]Conclusion
In conclusion, the key elements of hotel operations, including the property management system (PMS), hotel reputation, communication, and staffing, are essential for the success and efficiency of a hotel. A well-implemented PMS streamlines various operations, while a positive hotel reputation attracts and retains guests. Effective communication facilitates clear and concise information exchange, both within the hotel and with guests. Additionally, proper staffing ensures the recruitment of qualified individuals, their continuous training and development, and the creation of a motivated and cohesive workforce. Thus, by understanding and prioritising these key elements, hotels can enhance guest satisfaction, optimise operations, and achieve long-term success in the competitive hospitality industry. 
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