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Over the course of this assignment, I have learned a great deal about the key skills required to work at the hotel front desk. One of the most important skills is communication. As a front desk associate, it is crucial to be able to communicate effectively with guests and other members of the hotel staff. This involves not only speaking clearly and professionally but also active listening and the ability to empathize with guests' needs and concerns. During my research, I learned that one of the best ways to improve communication skills is through role-playing and practising common scenarios.

Another key skill that I identified is customer service. This can involve handling complaints or resolving issues, answering questions, and providing recommendations for local restaurants and attractions (Bardi, 2021). In the hotel industry, it is important to remember that guests may have different expectations and preferences, and it is essential to be adaptable to these needs.

Time management is also a critical skill required to work at the hotel front desk. Front desk associates must balance a range of tasks, from checking in and out guests to answering phone calls and managing reservations. During my research, I learned about the importance of prioritizing tasks and using time management tools, such as scheduling software, to ensure that tasks are completed efficiently and on time.

In addition to these key skills, I also learned about the importance of technical skills. As a front desk associate, it is essential to be proficient in using property management systems (PMS) and other software tools commonly used in the hotel industry. This includes being able to check guests in and out, manage reservations, and process payments (Melián and Bulchand, 2017). During my research, I discovered that many hotels provide training and ongoing support to help associates develop and maintain these technical skills.

I realized that effective communication and customer service skills are not just important in the hotel industry but are essential for success in many different industries. Second, I learned that the hotel industry is highly focused on providing exceptional experiences for guests, and this requires a high level of attention to detail and a willingness to go above and beyond expectations.

In terms of industry examples, I was able to draw from personal experience working as a front desk associate at a local hotel. During my time at the hotel, I witnessed the importance of effective communication and customer service skills first-hand (Olimovich et al., 2020). I had the opportunity to assist guests with a range of needs and found that by providing friendly, attentive service, I was able to create positive experiences for guests and build long-term relationships with many of them.

Theoretical knowledge is essential to succeed in any industry, and the hospitality industry is no exception. In this industry, theoretical knowledge is a prerequisite for working efficiently and providing high-quality services to guests. As a front desk associate or any other hospitality professional, I can apply theoretical knowledge in various ways.

One of the ways I can apply theoretical knowledge is by understanding the various management theories, principles, and practices that are relevant to the industry. These concepts provide a framework for understanding how the industry operates and can be used to solve various issues that arise in daily operations (Edghiem and Mouzughi, 2018). For instance, I can use management theories to enhance guest experiences by identifying their needs and preferences and providing customized services.

I can also apply theoretical knowledge by being familiar with the latest trends and developments in the industry. The hospitality industry is continually evolving, and there are new trends and technological advancements that emerge regularly. For example, as a front desk associate, I can suggest to management the adoption of new technologies such as Chabot’s, mobile check-in, and digital concierge services that enhance the guest experience.

Theoretical knowledge also helps me in understanding the importance of communication in the hospitality industry. The ability to communicate effectively with guests, colleagues, and superiors is crucial to provide high-quality service. As a front desk associate, I can apply theoretical knowledge to improve my communication skills, such as learning about active listening and non-verbal communication. By doing so, I can effectively communicate with guests and colleagues, which will improve their experience and increase their satisfaction.

Another area where I can apply theoretical knowledge is in understanding the importance of teamwork in the hospitality industry. The industry is a team effort, and all members have to work together to provide excellent service to guests. As a front desk associate, I can apply theoretical knowledge by understanding the different roles and responsibilities of my colleagues and how they contribute to the overall success of the hotel (González and García, 2021). This understanding will enable me to work better in a team environment and build positive relationships with colleagues.



		Word Count
	805



	
1

Component Two:
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?


	Greet guests warmly: As soon as guests enter the hotel, I will greet them warmly with a smile and a friendly tone. This will help them feel welcome and valued, which will create a positive first impression of the hotel.

	To ensure smooth operations throughout my shift, I will make sure to have a clear understanding of the hotel's procedures and policies. I will review the schedule and ensure that all staff members are aware of their responsibilities and tasks. 

 
	In the scenario where the front desk manager calls in sick, my action plan prioritizes ensuring that the hotel is well-represented to guests and that operations run smoothly throughout my shift. I believe my plan would be effective for several reasons.

 
	To ensure a quick resolution of this scenario in the future, I would put in place a contingency plan that includes the following:

Cross-training: One of the key steps would be to cross-train other front desk associates on managerial responsibilities. This would enable a seamless transition in the event of a manager's absence, and ensure that there is always someone available to take charge.


	Be knowledgeable about the hotel: It is essential to have a good understanding of the hotel's amenities, services, and policies. This knowledge will enable me to answer guests' queries and provide them with helpful information.




	I will also prioritize and manage my time effectively to ensure that all essential tasks are completed, such as checking in and out of guests, managing reservations, answering phone calls, responding to guest requests, and performing administrative duties.
	Firstly, my plan emphasizes effective communication with guests to ensure their needs are met and their experience is positive. By proactively anticipating guests' needs and engaging them in conversation, 
I can make them feel welcomed and valued. This will reflect positively on the hotel and its reputation, potentially leading to repeat business and positive word-of-mouth.

	Standard operating procedures: A detailed standard operating procedure (SOP) document would be created and made available to all front desk associates. The document would outline the key tasks and responsibilities of the manager, and provide step-by-step instructions on how to handle different scenarios that may arise.


	Handle complaints effectively: Guests may have complaints or concerns that they want to express. As a front desk associate, I must handle these complaints effectively and with empathy. I will listen carefully to their complaints and seek solutions that will satisfy them (Nangpiire et al., 2022).


	In addition, I will keep a close eye on the occupancy levels and ensure that all guest rooms are cleaned and ready for check-ins. 



	Secondly, I have identified key operational tasks to prioritize to keep operations running smoothly throughout my shift. These include ensuring staff are on schedule, monitoring inventory levels, and communicating with housekeeping to ensure rooms are ready for guests (Lin et al., 2017). By focusing on these tasks, I can maintain high levels of service and ensure a positive guest experience.

	Contact information: A list of emergency contact information for key personnel such as senior management, maintenance staff, and IT support would be maintained and made easily accessible to all staff members.


	Ensure smooth check-in and check-out processes: Guests want to have a hassle-free check-in and check-out process. I will make sure the check-in process is smooth and quick, and guests have all the necessary information they need to know. Similarly, during check-out, I will ensure that guests receive their bills promptly and that they have a smooth departure experience.



	I will also monitor the availability of rooms and coordinate with other departments, such as housekeeping, maintenance, and the restaurant, to ensure that guests' needs are met (Rutherford, 2021).

	Lastly, my contingency plan is designed to address any unforeseen challenges that may arise. By having a clear plan in place, I can quickly and efficiently address any issues that may arise, minimizing any negative impact on the guest experience and the hotel's reputation.
	Succession planning: A succession plan would be created to identify potential candidates for managerial roles within the organization. This would enable the organization to quickly fill any vacancies that may arise due to unforeseen circumstances (Kandampully et al., 2018).


	Maintain a neat and organized desk: The front desk is the face of the hotel. I will ensure that my desk is tidy and organized at all times. This will create a professional image of the hotel and make it easier for me to find the information I need to assist guests. 


	Furthermore, I will maintain open communication with other staff members and guests to ensure that any issues or concerns are addressed in a timely and efficient manner. I will remain calm and professional when handling challenging situations and work to find appropriate solutions that satisfy the guest while upholding the hotel's policies and procedures (Shin et al., 2019).

	
	Communication: Regular communication would be established between front desk associates and other departments to ensure that everyone is on the same page and aware of any changes or updates that may impact their work. This would help to prevent any miscommunication or misunderstandings that could cause disruptions to operations.





Component Three:
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 property management system (PMS) is a critical element in the efficient management of hotel operations. It refers to the software that is used to manage front-office tasks such as reservations, check-ins, check-outs, billing, and housekeeping.

In order to operate efficiently, a PMS should be integrated with other hotel systems such as the point of sale (POS), the electronic door lock system, and the property access control system. This integration ensures that all guest interactions with the hotel are recorded in the PMS, and all relevant information is accessible to staff across different departments.

The PMS should have an intuitive user interface that is easy for staff to navigate. The interface should be designed with staff needs in mind, with all necessary information available at a glance. The system should be able to be customized to suit the hotel's specific needs and workflows (Moyeenudin et al., 2018).

A PMS should be able to generate a variety of reports that provide insights into different aspects of hotel operations. These reports should be customizable, so that hotel management can choose the data points that are most relevant to their business. Reports could include data on occupancy rates, revenue, room type distribution, and guest demographics.

The ability to integrate with external systems includes online travel agencies (OTAs), global distribution systems (GDS), and channel managers. These integrations enable hotels to distribute their inventory to a broader audience, increasing visibility and driving bookings. Integrating these external systems also automates the process of updating room availability and pricing.


	
Element 2 – Hotel Reputation


	
Hotel reputation is an essential element of hotel operations that can make or break a hotel's success. In today's digital age, where customers can easily post reviews on various platforms such as TripAdvisor, Yelp, and Google, hotel reputation management is more critical than ever. A hotel's reputation is its public image, and it reflects the quality of the hotel's services, facilities, and customer experiences.

Customer service is the backbone of the hotel industry. Hotel staff must provide excellent customer service to ensure guests' needs are met, and they leave with a positive experience. Hotel staff must be knowledgeable, friendly, professional, and always available to guests.

The quality of a hotel's facilities, including guest rooms, restaurants, bars, and other amenities, is crucial to the hotel's reputation. Guests expect clean, comfortable, and well-equipped rooms and facilities. 

The brand image of a hotel is an essential element of its reputation. A strong brand image can help to attract customers and increase loyalty. A hotel's brand should reflect its unique selling points, such as location, facilities, and customer service (Rahimi, 2017).

With the rise of social media and online review platforms, hotel reputation management has become more critical than ever. Hotel staff must monitor and respond to online reviews, both positive and negative. Responding to negative reviews can help to improve the hotel's image and show that the hotel cares about its customers' feedback.








	
Element 3 - Communication 


	
Effective communication is a crucial element in the success of any hotel operation. It plays a significant role in ensuring that all staff members understand their roles and responsibilities, guests are satisfied with their stay, and issues are resolved promptly. Communication can take many forms, including written, verbal, and non-verbal, and can occur between staff members, management, guests, and other stakeholders.

One important aspect of communication is ensuring that all staff members are properly trained on the hotel's policies and procedures. This training should cover topics such as customer service, safety and security, and operational procedures. It is also important to ensure that staff members have the necessary information to provide guests with accurate and timely information about the hotel's amenities and services.

Another crucial aspect of communication in hotel operations is maintaining a good relationship with guests. This requires creating a welcoming atmosphere that encourages guests to communicate their needs and preferences. Hotel staff should be trained to listen actively to guests and respond quickly and appropriately to their needs. This can include providing directions, making reservations, or arranging for special requests (Li et al., 2017).

Effective communication can also help prevent or resolve issues that may arise during a guest's stay. Hotel staff should be trained to identify potential problems and address them proactively before they escalate. This can include communicating with guests to understand their needs and concerns, working collaboratively with other staff members to address issues, and communicating effectively with management to ensure that issues are resolved quickly.

Finally, communication plays an important role in the hotel's marketing efforts. Effective communication can help promote the hotel's brand and attract new customers. This can include creating marketing materials that effectively communicate the hotel's amenities and services, maintaining a strong social media presence, and responding promptly to guest reviews and feedback.

	
Element 4 - Staffing 


	
Effective staffing is a critical component of hotel operations as it ensures that guests receive high-quality service and that their needs are met promptly. Staffing involves hiring, training, and managing a team of individuals to work in various departments within the hotel. The staffing process begins with recruitment and selection and continues with training, development, and performance management.

Recruitment is the process of finding and hiring the most qualified individuals to work in the hotel. Job descriptions and person specifications are developed to ensure that the requirements of each position are clearly outlined, and the appropriate skills and experience are sought after. Recruitment can be conducted internally or externally, depending on the hotel's needs and resources.

Once the new employees are hired, they must be trained and developed to ensure they can effectively carry out their duties. The training and development process should be ongoing to ensure that the employees continue to improve their skills and knowledge (Nikolskaya et al., 2022). In addition, employee performance should be regularly monitored and evaluated to identify areas where additional training may be necessary.

Effective staffing requires proper management of the workforce. Managers must provide clear expectations and goals for the employees and provide them with the necessary resources and support to meet those goals. Managers should also communicate regularly with their employees to build positive relationships and provide feedback and recognition for good performance.

It is also important to ensure that staffing levels are appropriate for the hotel's needs. This involves regular reviews of the hotel's occupancy rates and guest requirements to determine the number of employees needed at any given time. Staffing levels must be sufficient to ensure that guests receive the level of service they expect, but also efficient enough to ensure that labour costs are controlled.
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