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As a hospitality student, I have learned that working on the front desk of a hotel is a crucial role in the smooth running of hotel operations. I have come to understand that several key skills are required for someone to work effectively on the front desk. These skills include effective communication, time management, multitasking, problem-solving, and customer service skills.

Effective communication is critical for front desk staff as they are the first point of contact for guests. They need to be able to communicate clearly and effectively with guests, colleagues, and other departments to ensure that guests' needs are met. Time management is also an essential skill, as front desk staff need to be able to manage their time effectively to ensure that they attend to guests' needs promptly.

Multitasking is another key skill required for working on the front desk. Front desk staff are required to perform several tasks simultaneously, such as checking in guests, answering phone calls, and responding to emails. They need to be able to prioritise tasks and manage their time efficiently to ensure that they can attend to guests' needs quickly and effectively.
Problem-solving skills are essential for front desk staff as they may encounter challenging situations, such as guest complaints or booking errors. They need to be able to think on their feet and come up with solutions to resolve these issues quickly and efficiently.

Customer service skills are perhaps the most crucial skills required for working on the front desk. Front desk staff need to be able to provide exceptional customer service to guests to ensure that they have a pleasant stay. They need to be friendly, helpful, and accommodating and go above and beyond to meet guests' needs.

Personally, I believe that these skills are essential for working on the front desk. I have had some experience working as a front desk receptionist at a small hotel, and I can attest to the importance of these skills. For example, during my time at the hotel, I had to deal with several challenging guests who had various complaints. In such situations, my problem-solving skills and customer service skills were critical in ensuring that the guests' issues were resolved promptly and efficiently.

Applying theoretical knowledge whilst working in industry would involve applying the skills and concepts learned in the classroom to real-world situations. For example, understanding the importance of effective communication and applying this knowledge to communicate effectively with guests and colleagues in the hotel industry.

The topic is essential in the hospitality industry because the front desk is often the first point of contact for guests, and it sets the tone for their entire stay. Therefore, it is crucial to have front desk staff with the necessary skills to ensure that guests have a pleasant and memorable stay.
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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?

	Review the hotel's standards and procedures to ensure that you have a clear understanding of the expectations for representing the hotel to guests

	Staying up-to-date on any changes or updates to hotel policies and procedures; Prioritise tasks and manage my time effectively to ensure that guests' needs are
	


I consider this action plan to be effective because it covers all of the key areas of responsibility for a front desk associate, from guest service and communication to paperwork and protocols. By following these steps, I believe that I can represent the hotel well to guests and ensure that operations run smoothly throughout the shift.
                                                                         
	Develop a comprehensive operations manual that outlines the procedures for various roles and responsibilities in the hotel, including the front desk associate

	Greet each guest with a smile, welcoming demeanour, and clear communication; respond to guest inquiries and requests promptly and courteously

	Introduce myself to all guests and make them aware of the situation with my manager;
Ensure that all guests are checked-in and attended to promptly;
Communicate effectively with other departments
	
	Cross-training all employees in various roles and responsibilities to ensure that there is always someone available to cover for any absent employee

	Address any issues or complaints that arise, using your best judgment and following established hotel protocols
	Introduce myself to all guests and make them aware of the situation with my manager
	
	Regularly solicit feedback from employees and guests to identify areas for improvement and opportunities for innovation

	Keep the manager informed of any significant issues or developments during the shift.

	Is also important to communicate effectively with other team members, using clear and concise language and seeking assistance or clarification as needed; 
	
	

	Ensure that the front desk is clean, organised, well-stocked with necessary supplies such as brochures, pens, and paper; ensure that all necessary paperwork is completed accurately and in a timely manner.


	Staying well organised and focused; 
Keeping track of all necessary paperwork, maintaining a clean and organised work area
	
	Regularly review the hotel's staffing needs to ensure that there are enough employees to cover all shifts.





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:

Introduction
The hospitality industry is highly competitive, and to remain successful, hotels need to operate efficiently and provide high-quality service to their guests. Four essential elements in hotel operations that are critical to achieving success are property management systems (PMS), hotel reputation, communication, and staffing. This essay will discuss these four elements and explain why they are important to a hotel's success.


	
Element 1 – Property Management Systems (PMS)


	
PMS systems have become increasingly sophisticated in recent years, with many incorporating artificial intelligence and machine learning capabilities. These advanced features enable hotels to analyse vast amounts of data quickly and accurately, identifying trends and patterns that would be challenging to identify manually. For example, PMS systems can help hotels predict demand and optimise pricing in real-time, allowing them to maximise revenue.
Another trend in PMS systems is the move towards cloud-based solutions. Cloud-based PMS systems offer several advantages over traditional on-premises systems, including lower costs, easier upgrades and maintenance, and improved scalability. Cloud-based solutions also enable hotels to access their PMS from anywhere, making it easier to manage operations remotely and to provide a seamless guest experience.




	
Element 2 – Hotel reputation


	
Online reputation management has become increasingly important in recent years, as more guests turn to online reviews to make booking decisions. According to a survey by TripAdvisor, 97% of travellers read online reviews before booking a hotel, and 90% of respondents said that online reviews influenced their booking decisions.
To build a strong reputation, hotels must not only provide high-quality service, but they must also actively manage their online presence. This includes monitoring online reviews and responding promptly and professionally to any negative feedback. It also includes maintaining an active presence on social media platforms and engaging with guests to build relationships and foster positive word-of-mouth.
Another trend in reputation management is the use of online reputation management (ORM) software. ORM software allows hotels to track and analyse online reviews and social media mentions, identifying trends and patterns that can help them improve their reputation. Some ORM software also enables hotels to automate the review response process, making it easier to manage online feedback efficiently.


	
Element 3 - Communication 


	
Effective communication is not only important between hotel staff and guests, but also among hotel staff themselves. To improve communication among staff members, hotels are adopting various technological solutions. For example, many hotels are implementing mobile communication platforms, which enable staff members to communicate with each other in real-time using their smartphones or tablets. These platforms can be used to share information such as room status, guest requests, and maintenance issues, ensuring that staff members are always up-to-date and able to respond promptly to guests' needs.
Another trend in communication is the use of chatbots and other artificial intelligence (AI) technologies to improve guest communication. Chatbots can be used to handle simple guest inquiries, freeing up staff members to focus on more complex issues. AI-powered chatbots can also personalise guest communication based on the guest's history and preferences, enhancing the guest experience.
Finally, hotels are also using digital signage to communicate with guests. Digital signage can be used to display important information such as event schedules, restaurant menus, and local attractions. Some hotels are also using digital signage as a way finding tool, helping guests navigate the property and find their way to their rooms and other amenities.


	
Element 4 - Staffing 


	
One trend in staffing is the increasing use of employee engagement surveys. These surveys are designed to measure employee satisfaction, engagement, and motivation, providing valuable insights into how staff members feel about their jobs and the organisation. By using employee engagement surveys, hotels can identify areas where they can improve their work environment and increase staff motivation and satisfaction.
Another trend is the use of employee recognition programs. These programs are designed to reward and recognise staff members who go above and beyond in their roles, promoting a culture of excellence and motivating staff to deliver outstanding service. Employee recognition programs can take many forms, including monetary rewards, certificates, and public recognition.
In addition, hotels are increasingly using technology to improve staff productivity and efficiency. For example, some hotels are using automated scheduling software to create optimal schedules for staff members based on demand, availability, and other factors. This not only ensures that staffing levels are appropriate but also reduces the administrative burden on managers and enables staff members to have more control over their schedules.
Finally, hotels are also focusing on employee training and development. By providing regular training and development opportunities, hotels can ensure that staff members have the skills and knowledge they need to deliver outstanding service. This includes not only technical training but also soft skills training, such as communication and problem-solving.	





Conclusion

To sum up, the four elements of hotel operations - property management systems, hotel reputation, communication, and staffing - are all essential components in ensuring the success of a hotel. Effective management of these elements can lead to higher guest satisfaction, better online reputation, improved communication among staff, and more motivated employees.

Hotels must continually adapt to the changing needs of their guests and the industry. The trends outlined in this essay - the adoption of cloud-based PMS, the use of online reputation management software, the implementation of mobile communication platforms, the use of chatbots and AI technologies, and the focus on employee engagement, recognition, and training - demonstrate how hotels are continually seeking new ways to improve their operations and provide a better guest experience.
By staying up-to-date with these trends and effectively managing the four elements of hotel operations, hotels can differentiate themselves from their competitors and achieve long-term success in the highly competitive hospitality industry.
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