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      Working at a hotel front desk requires a specific set of skills and knowledge to ensure that guests receive excellent customer service and that their needs are met. The front desk is the first point of contact for hotel guests, and therefore, it is essential for the staff to possess skills such as effective communication, organisation, problem-solving, and conflict resolution, among others. In this text, we will discuss the key skills required to work at the hotel front desk and how they are essential for providing excellent customer service to guests.

Effective Communication:
      Effective communication is an essential skill for anyone working in the hospitality industry. Front desk staff must communicate with guests, colleagues, and management effectively. They must be able to speak clearly and concisely, listen attentively, and understand guests' needs and requests. Staff members must also be proficient in written communication, as they will be responsible for emails, memos, and other written communications. In my experience as working at the front desk of Premier Inn, I consider communication the most important skill for reception because without good communication skills the employer cannot communicate properly with the customers and staff. 
       According to a study conducted by Pizam and Shapoval (2005), communication is crucial in the hospitality industry, and staff members who possess good communication skills are more likely to provide excellent customer service. Effective communication enables front desk staff to build strong relationships with guests, anticipate their needs, and deliver exceptional service.

Organisation:
       Organisation is another critical skill for front desk staff. They must be able to manage multiple tasks simultaneously, such as handling phone calls, checking guests in and out, managing reservations, and addressing guests' concerns. They must also keep accurate records, maintain an organised work area, and manage their time efficiently. Organisation is another skill that I developed by working in the reception as it is very important to be organised when attending customers.
       According to a study conducted by Yeoman, Ingold, and McMahon-Beattie (2010), organisational skills are essential for success in the hospitality industry, and front desk staff who possess good organisational skills are more likely to provide excellent customer service. Organisation enables staff members to stay on top of their responsibilities, minimise errors, and deliver a seamless guest experience.

Problem-solving:
       Problem-solving is an essential skill for front desk staff. They must be able to think on their feet and find solutions to guests' problems and concerns. They must also be able to prioritise issues and determine which ones require immediate attention.
       According to a study conducted by Bitner, Booms, and Tetreault (1990), problem-solving is crucial in the hospitality industry, and staff members who possess good problem-solving skills are more likely to provide excellent customer service. Problem-solving enables front desk staff to address guests' concerns quickly and efficiently, which leads to higher guest satisfaction and loyalty.

Conflict Resolution:
       Conflict resolution is another critical skill for front desk staff. They must be able to handle difficult situations and resolve conflicts between guests and colleagues. They must also be able to remain calm and professional in high-pressure situations.
      According to a study conducted by Ertugrul and Karadag (2014), conflict resolution is essential in the hospitality industry, and front desk staff who possess good conflict resolution skills are more likely to provide excellent customer service. Conflict resolution enables staff members to handle challenging situations calmly and efficiently, which leads to positive outcomes for both guests and the hotel.
      Working at the hotel front desk requires a range of essential skills, including effective communication, organisation, problem-solving, and conflict resolution, among others. These skills enable front desk staff to provide excellent customer service, which is crucial for the success of any hotel. As the first point of contact for guests, front desk staff play a significant role in shaping guests' perceptions of the hotel and creating a memorable experience. Therefore, it is crucial for hotels to invest in training their front desk staff to ensure they possess the necessary skills to provide exceptional customer service. Working at the reception of the hotel is also the first step in learning the daily operations of a hotel, seeing where I fit, and what I like to do and applying later for a job in my favourite position, gaining the skills needed for working in the hospitality industry and have a good experience in my CV for starting my career. 
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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?

	
Ensuring the housekeeping is following their schedule and the hotel is clean.

	
Using personalisation for guests and getting to know them.
	

I consider the plan is effective because a collaboration between all employees is essential in order to satisfy the customers and considering the fact that this is my first day in the position is important to listen to people with more experience even if they have a different position.
	
The contingency plan include hiring an assistant manager to be in place in the lack of the manager, to ensure that there is a plan created for the times the manager is missing and everyone knows what to do or where to seek help if needed, appointing a person that is responsible when the manager is missing, and make sure there is a way to communicate with the manager in the case of an emergency.

	
Offering high quality service and customer service.

	
Applying the things learned from past experiences that brought a number of benefits and value for the guests.

	
	

	
Solving the problems that may appear for both the employees and the customers so there is no need to ask for management.
	
Collaborating with the other employees that know well the hotel and ask people for help during the day.
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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)


	
     Property management systems (PMS) are essential software tools that hotels use to manage their operations efficiently. These systems enable hotel staff to streamline various tasks, including reservations, check-ins and check-outs, housekeeping, billing, and reporting. When considering PMS, several key elements must be taken into account to ensure the system is the best fit for the hotel's needs.
     One crucial element to consider is the PMS's user interface and ease of use. The system should have a straightforward interface that is easy to navigate for both staff and guests. It should also be intuitive, with clear instructions and minimal training required to operate effectively. According to Lin and Li (2021), ease of use is one of the most critical factors for user acceptance of technology, which ultimately determines its success.
     Another critical element is integration with other hotel systems. The PMS should seamlessly integrate with other hotel systems, such as point of sale (POS) systems, online travel agencies (OTAs), revenue management systems (RMS), and customer relationship management (CRM) systems. This integration helps automate tasks and eliminate manual errors, which saves time and improves efficiency (Jiang et al., 2020).
     Scalability and flexibility are also essential elements when considering PMS. The system should be scalable to accommodate the hotel's growth and changing needs. It should also be flexible, with customizable features that can be tailored to meet the hotel's specific requirements (Wang et al., 2017).
     Lastly, security and data privacy are critical elements that must be considered. The PMS should have robust security features to protect sensitive data, such as guest information and payment details. It should also comply with relevant data protection laws and regulations, such as the General Data Protection Regulation (GDPR) in Europe (Thales, 2021).



	
Element 2 – Hotel reputation


	
     Hotel reputation is crucial to a hotel's success and can have a significant impact on guest satisfaction, loyalty, and revenue. When considering hotel reputation, several key elements must be taken into account to maintain a positive image and reputation in the marketplace.
     One crucial element is guest satisfaction. Hotel guests are the primary stakeholders who can shape a hotel's reputation positively or negatively. To maintain a positive reputation, hotels must prioritize guest satisfaction by providing high-quality services, facilities, and experiences (Liu et al., 2019). This can include factors such as cleanliness, staff friendliness, amenities, and food quality.
     Another critical element is online reputation management. In today's digital age, online reviews and ratings have a significant impact on a hotel's reputation. Hotels must monitor and respond to online reviews on various platforms, such as TripAdvisor, Google, and social media. This helps hotels address any negative feedback, demonstrate responsiveness and accountability, and enhance their reputation (Xiang et al., 2017).
     Brand image and identity are also essential elements when considering hotel reputation. Hotels should establish a unique brand identity that differentiates them from competitors and resonates with their target audience. This includes factors such as brand positioning, messaging, and visual identity (Kotler et al., 2019).
Lastly, employee satisfaction and engagement are critical elements that can impact a hotel's reputation. Happy and engaged employees are more likely to provide excellent customer service, which ultimately leads to higher guest satisfaction and a positive reputation (Liang et al., 2018). Therefore, hotels must prioritize employee satisfaction and engagement through factors such as training, recognition, and benefits.












	
Element 3 - Communication 


	
     Effective communication is a crucial element in the success of any hotel. Communication within a hotel includes both internal communication among employees and external communication with guests and other stakeholders. There are several key elements to consider when thinking about hotel communication.
First, clear and concise communication is essential to avoid misunderstandings and ensure that everyone is on the same page. This can include regular staff meetings and training sessions to ensure that employees are aware of hotel policies and procedures (Siguaw et al., 2013).
     Second, effective communication should be tailored to the audience. Hotels should be able to communicate effectively with guests of different nationalities, cultures, and languages. This can include providing multilingual signage, hiring multilingual staff, and offering translation services (Zhang & Wu, 2019).
      Third, hotels should prioritize communication with guests before, during, and after their stay. This can include providing detailed information about hotel amenities, local attractions, and services through various channels such as email, social media, and in-room materials (Sigala et al., 2020).
       Lastly, hotels should embrace technology and use it as a tool to improve communication. This can include using digital signage, mobile apps, and social media to engage with guests and provide them with the information they need (Xiang & Du, 2019).
      In conclusion, effective communication is a crucial element in the success of any hotel. Clear and concise communication, tailored communication to the audience, prioritizing communication with guests, and embracing technology are all essential components to consider when thinking about hotel communication.













	
Element 4 - Staffing 


	
	
      Hotel staffing is a critical element in the success of any hotel. Effective staffing involves hiring and retaining qualified employees, providing training and development opportunities, and ensuring that staff members have the necessary resources to do their jobs effectively. There are several key elements to consider when thinking about hotel staffing.
       First, it is important to hire staff members with the necessary skills and experience to perform their job functions. This can include conducting thorough interviews and reference checks, as well as providing on-the-job training to ensure that employees have the knowledge and skills they need to be successful (Lashley & Morrison, 2003).
       Second, it is important to provide ongoing training and development opportunities to help staff members grow and develop in their roles. This can include providing cross-training and job shadowing opportunities, as well as offering continuing education courses and workshops (Sisson & Ford, 2011).
       Third, it is important to provide staff members with the necessary resources to perform their jobs effectively. This can include providing access to technology, equipment, and supplies, as well as providing a supportive work environment that promotes teamwork and collaboration (Hartline & Ferrell, 2013).
       Lastly, it is important to create a positive work culture that promotes employee engagement and job satisfaction. This can include recognizing and rewarding employee achievements, providing opportunities for career advancement, and promoting work-life balance (Lashley & Morrison, 2003).
       Effective hotel staffing involves hiring and retaining qualified employees, providing training and development opportunities, ensuring that staff members have the necessary resources to do their jobs effectively, and creating a positive work culture that promotes employee engagement and job satisfaction.
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