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Required skill for hotel front disk
People who work in offices or other environments where customer service is a priority should have experience at the front desk. Hard and soft skills are a person's abilities in areas like communication, technology use, and time management. Receptionists, office assistants, front desk clerks at hotels, and customer service representatives all rely on skills linked to front desk work to accomplish their jobs well (Iqbal, 2021). If someone wants to impress a potential employer, list all of the skills that are relevant to front desk employment on the resume.
Conversations between people 
In the everyday duties of a front desk clerk, someone interacts with a diverse group of people, from upper management to staff to customers to business partners. Given the gravity of this task, someone needs to adjust the approach to them if someone wants to have fruitful interactions. Hiring managers for front desk positions place a premium on candidates' interpersonal communication skills since it shows that the applicant can work well with customers from all walks of life and accurately reflect the company's values. 
Similar: how to define interpersonal skills and some situations when they might come in handy (Jhwal, 2021).
Expressing oneself in writing 
If someone wants to work at a front desk, then needs to be able to write emails, memos, and other business documents in a professional manner, using the right tone and terminology. The company's receptionist, for instance, may be instructed by the office manager to send an email to the firm's business partner informing them of the company's future activities and the dates on which they will take place. Since front desk personnel may need to write documents to send to important stakeholders, employers prioritize candidates with strong written communication abilities. 
Active listening with participation 
To actively listen is to show interest in the speaker by vocal and nonverbal indicators such as nodding, smiling, and making eye contact. Active listening is a skill that is essential for front desk personnel to give outstanding customer service and to receive clear instructions regarding job obligations since they regularly interact with customers and other employees of the business. Their ability to pay close attention to what the other person is saying shows consideration for the speaker and guarantees that they are heard. Active listening is a technique that may be used in a variety of settings, including the hospitality industry. The front desk clerk will be aided in her work as a result of this (Yup Chung, 2020). 
Ignorant language 
Front desk workers in the hospitality industry or a global corporation can interact with clients who don't speak the same language as them. Candidates that can communicate well in more than one language are therefore highly sought after by companies. A multilingual receptionist at a legal firm, for instance, would be able to better communicate with customers over the phone and in person. 
Focus on Specifics 
Paying close attention to detail is an essential soft skill for front desk personnel to have since they are responsible for a wide range of tasks that require precision. Workers at the front desk, for instance, often take messages from calling customers and forward them to higher-ups or other staff members. If they want the receiver to be able to get in touch with them again, they must give their correct information. It's also important for front desk workers to pay close attention to detail while inputting and reviewing electronic schedules to make sure the hours and dates displayed are correct (Yup Chung, 2020).
Scheduling 
Front desk staff have the technical expertise in scheduling needed to create, update, and administer digital planners or plans for business operations. In tight coordination with the office manager, they schedule things like staff meetings, field trips, product deliveries, job interviews, and employee evaluations. Listing "scheduling" as a skill on a resume sends a message to hiring managers that someone is a highly organized individual who can manage several tasks and meet strict deadlines. 
Methods for Managing Stress 
Front desk staff members have several responsibilities. They must also be there to answer any questions from business customers or hotel guests. People in these roles need to be able to handle stress in extraordinary ways. Those who can keep their cool under pressure are more likely to accomplish their goals and complete their tasks promptly. Employers place a premium on applicants who can demonstrate resilience in the face of adversity, therefore the capacity to handle stress well is a desirable trait.
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – It is the first day as a front desk associate and the 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 the shift?

	Why would you consider the plan to be the most effective?

	What contingency plan will I put in place to ensure a quick resolution of this scenario in the future?


	
Technology has improved many parts of life, and as a result, people have higher digital expectations for the hotel industry. I’ll ensure that visitors have every right to expect mobile check-in and check-out, as well as digital keys to their rooms in this day and age when everything from a flying permission, ticket, and reservation can be stored in a smartphone. 
	If I want to make sure the shift change goes well, having a checklist and written protocol handy is a wonderful idea. To make sure everything is covered, start at the beginning of the shift and work the way to the end. The manager on duty is responsible for seeing that all food is prepared and served on time, all dishes are cleaned, and all other necessary tasks are completed (Alvarez, Ferguson and Dunn, 2021). 

	Assisting SMART goal setting with a plan is the same as saying that a plan is a course of action leading to the completion of the goal. In particular, planning enables an in-depth examination of the target to ascertain its attainability. Because it allows us to foresee when the company may achieve its goal, it facilitates decision-making and allows me to set a timeline. In addition, it details who is accountable for tracking progress toward objectives and how progress will be compared to actual results. 

	It is easier to deal with unforeseen events and mitigate their impact if I have a backup plan. If I already have a disaster management strategy in place, I may put it into action immediately if, for example, an earthquake strikes the area. Because of this, I won't have to worry about endangering myself or the people working for me if I have to leave the building promptly (Aprianto, 2021). 


	
This includes being able to contact the hotel's staff from almost anywhere in the building. Providing a more convenient experience enhances customers' expectations, which in turn generates more money. Guests like not being held to strict time constraints by the standard check-in/key-obtainment routine, and they appreciate being able to do things at their own pace throughout their stay (Weisz, 2021). 
	All of the staff working a particular shift will be on the same page if there must a regular part of the which was before routine, even if it just last five to ten minutes. At this point in the meeting, it is appropriate to inform employees of upcoming process changes, make any necessary announcements about the company, discuss upselling and items that are running low on inventory, or bring to the attention of a staff member their excellent performance during previous shifts. 

	Formal strategic planning serves a crucial purpose in facilitating the establishment of operational objectives by providing advice to lower-level management. The planning process elucidates the goals of each department and helps managers to prioritize tasks following their impact on reaching the goal (Semrad, 2021). 

	Improvements in responsiveness are the primary benefit of making advanced preparations. Since a contingency plan lays out the particular steps one must take to overcome the barrier, it allows me to promptly respond to the situation without overcomplicating it or, worse still, becoming terrified as a result of it. 


	These days, digital keys and mobile check-ins are essentially interchangeable terms. It is possible to send a guest a confirmation email or a text message with their room number for online check-in. Visitors may just get the keys themselves, eliminating the need for them to wait at the front desk. 

	Employees, particularly those switching shifts, should be held responsible for the tasks they are responsible for during the whole shift. If a task scheduled for the close of the night is not completed, the morning crew is responsible for completing it (Records, 2021). 

	Since it's challenging to adapt to new circumstances, uncertainty about the future is a major danger to firms' continued existence. Since no business is in a position to exert complete command over the economy and its competitors, it is prudent to be able to foresee probable problems and have a contingency plan in place. 

	Don't linger in bed; get back on feet! I may quickly overcome any impediment and go back to normal functioning thanks to the extensive preparation and knowledge of what to do in an emergency. Having a plan B in place guarantees that the progress won't be slowed for any longer than is necessary. 


	With digital keys, guests may enter their rooms using their smartphones, and the hotel doesn't have to worry about losing physical keys or securing a big number of key sets. That doesn't mean I shouldn't cater to the unique needs of each guest who books a room at the hotel we'll provide more guidance on how to manage such situations in the section below (Mensah, 2020).
	Shift swaps should be a mandatory part of each new hire's training. On the first day of employment, new servers should be given detailed instructions on how to open and close the restaurant, as well as the proper procedure for beginning and ending their shifts (Rahul, 2021).

	In a well-planned setting, everyone knows their specific roles and responsibilities, down to the level of the individual contributor. This aids in coordination by preventing overlap and conflicts between operations. At the same time, it helps me figure out which tasks are essential and which ones are just going to get in the way of reaching the goal. Getting rid of these kinds of activities would have several benefits, including less waste, saving time, and increased motivation.

	Having the plan to deal with whatever difficulties life throws at me boosts my confidence because I know I can handle them. Having a backup plan in place might help me and my coworkers relax knowing what to do in the event of an unexpected circumstance. When I am ready for anything, I don't have to worry about anything. Now that we understand why it's crucial to have a backup plan, we can start learning the skills we'll need to make one efficiently and effectively.




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)


	
An acronym for "property management system," or PMS, a property management system is a computer program used to oversee hotels, motels, and other lodging establishments. In addition to its widespread use in manufacturing and local government, PMS has found use across a wide range of other sectors. "Hotel operating system" (or "hotel OS") is shorthand for "property management system (Mansour Ghazi, 2022)." 
The property management system (PMS) provides a unified digital platform for the administration, organization, and execution of standard business operations common to lodging establishments. Computer records management and PMS have significantly increased productivity in the hotel business by making it feasible to update and access consolidated data from various computers and devices. This is particularly the case in the hospitality and food service sectors. To further streamline hotel operations, PMS software has been tailored to the industry's unique needs. 
Here are some examples of common tasks that may be automated with the use of a PMS's features: 
· Bookings 
· Signing In and Departure Forms 
· Coordination of the Phone System 
· Point-of-sale (POS) system integration 
· Planning an Event (Kwong D, 2021).
· Costs incurred in the use of edibles and liquids 
· Hotel supply and inventory management 
· Communication of Key Performance Indicator Reports (KPI) 
· The rooms have locks and security measures 
Property management software (PMS) is commonly used by governments to manage the various properties under their care, since it enables centralized and automated record-keeping, greatly increasing efficiency. Facilities include places like schools, venues for sports and some other recreational activities, community projects, and public parks. The PMS is commonly used in the industrial industry to keep track of materials and supplies, as well as employee-owned property and equipment.

	
Element 2 – Hotel Reputation


	
Hotel reputation management refers to the act of monitoring and shaping how the hotel or other lodging facility is perceived on the internet. While the concept had its genesis in public relations, it rapidly shifted its focus to emerging technologies such as review websites, platforms for social media and search engines. When compared to other industries, the hospitality company is more vulnerable to the consequences of neglecting its image (Jhwal, 2021). 
However, hotel employees may benefit from the growing importance of internet reviews and reputation. A customer's final decision to buy a product is heavily influenced by the user-generated content (UGC) they discover, such as reviews. As a result, hotel owners and general managers have made it a top priority to collect testimonials from satisfied guests. 
Especially in the highly competitive hospitality industry, a hotel's online image may make or break its bottom line. Effective hotel reputation management may provide a business with an edge over its rivals. However, a poor internet reputation can lead to serious financial problems. Ignoring adverse comments and reviews that appear on page one among Google's search engine would cost the hotel much more in lost revenue than putting forth the necessary work into maintaining the hotel's reputation effectively would. The rapidity with which a firm's image may be harmed might come as a shock to the company's owner, who may have spent years establishing a positive public view of the organization. To succeed, I need to take the initiative. According to a whitepaper we recently produced on the subject of hotel revenue management, I may make use of the opportunities that already have emerged because of the emergence of review sites.




	
Element 3 - Communication 


	The Front Office is responsible for interacting with every other department in the hotel, in addition to the several parts that make up the Front Office Department. Communication among the front office workforce's peers, as well as among their colleagues and subordinates, is necessary for the proper completion of the tasks associated with both the front office and the back office (J. Turner, 2021). 
The employees of the front office talk to one another within the department to ensure that they are providing the highest suitable guest services. These services include reserving accommodations, having to register guests, trying to manage guest accounts, ability to handle guest mail, and providing personalized guest services (Grunes, 2021). 
Communication with the Human Resource Department The Front Office is collaborating with the HR department to conduct interviews, assist in narrowing down applicants' eligibility, and choose the most qualified workers. In addition to this, it communicates with the HR department on staff training and orientation programs, pay, leaves, and dues, as well as performance reviews. 
Conversations with the Accounts department Because the front office department is responsible for all aspects of guest accounts, the staff must frequently communicate with their colleagues in the back office accounting department regarding payment settlements or dues, discount offers, and coupons settlement. This is necessary because the front office department handles guest accounts completely. In addition to this, it has to sort out the situation and obtain the true state of the night auditing with the accounts (Farrell, 2022). 
Communication with the Marketing and Sales Departments, the Sales and Marketing department heavily relies on the inputs about the visitors that are provided by the front office. A fantastic resource for segmenting consumers, preparing customer-oriented products, and planning and carrying out campaigns is the guest history that has been created by the office department. If there is a requirement for the preparation of electronic neon signs or web forums for promotions, the front office personnel will contact the marketing and sales department.







	
Element 4 - Staffing 


	
The term "staffing" refers to the ongoing process of locating, selecting, assessing, and cultivating working relationships with current or prospective workers. The primary objective of staffing is to find qualified applicants to fill the various tasks that are available within the firm. Reception, housekeeping, concierge, reservations, marketing and sales and the front desk are all a part of the hotel's front office. Every hotel has a lobby, reception desk, and related spaces where guests must check in upon arrival (C, 2021). The members of this group are the front desk manager, the reservationists, the receptionists, the porters, the nighttime auditor, the clerk, and the concierge. This organization has to boost its staffing skills and public profile if it wants to win over customers and investors. To that end, a hotel that values its guests' experiences will always make it a priority to provide its front desk with sufficient manpower and other resources (Bastic, 2023).
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