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Working at a hotel front desk can be a challenging and rewarding job that requires a specific set of skills. The front desk is the first point of contact for guests when they arrive at the hotel, and it's essential that staff are able to provide a welcoming and efficient service to ensure guests have a positive experience.
1. Communication Skills
Excellent communication skills are crucial for hotel front desk staff as they are the primary point of contact for guests, and the quality of communication can significantly impact guests' overall experience (Bardi, 2010). Staff should possess good verbal communication skills to communicate clearly and confidently, with an appropriate tone of voice, pronunciation, and diction. One should be able to convey complex information to guests in a way that is easy to understand, answer guests' questions in a knowledgeable and courteous manner, and provide accurate information about hotel facilities and services.
In addition to verbal communication, written communication skills are also important, especially in instances where guests send emails or leave notes for the staff. Staff should be able to write clear, concise, and polite messages that address the guests' concerns or queries promptly (Bardi, 2010). Moreover, front desk staff should be able to listen actively and demonstrate empathy towards guests who may have complaints or concerns, and offer solutions or alternatives that satisfy their needs while aligning with hotel policies.
Furthermore, hotel front desk staff should be able to communicate effectively with guests from different cultural backgrounds or those who speak different languages. Being multilingual is an advantage, and staff can learn a few phrases in different languages or have access to translation tools such as online translators or hiring interpreters to bridge the communication gap (Tewan, 2009).
Excellent communication skills are essential for hotel front desk staff to build positive relationships with guests, colleagues, and management. Good communication skills help staff to effectively convey information, handle guest complaints or queries, and provide exceptional customer service. Moreover, being able to communicate effectively with guests who speak different languages or come from different cultural backgrounds can significantly enhance their experience at the hotel.
2. Organizational Skills
Front desk staff should also have excellent organizational skills. They need to be able to handle multiple tasks at once, such as checking guests in and out, answering phones, responding to emails, and handling any issues that arise. Staff should be able to prioritize tasks and manage their time effectively to ensure that all tasks are completed efficiently (Tewan, 2009).
In addition, organizational skills also include the ability to maintain accurate records and files, handle cash and credit card transactions, and ensure that all guest information is kept confidential.
3. Problem-Solving Skills
Working at a hotel front desk often requires the ability to solve problems quickly and efficiently. Staff should be able to think critically and come up with creative solutions to address any issues that arise (Bardi, 2010). This may include finding alternative room options, resolving billing disputes, or addressing guest complaints.
Problem-solving skills also involve the ability to remain calm and composed under pressure. Staff should be able to handle difficult guests or situations without becoming flustered or losing their temper.
4. Attention to Detail
Front desk staff should have a high level of attention to detail. They need to ensure that all guest information is entered accurately into the hotel's computer system, that rooms are cleaned and prepared for new guests, and that any special requests or preferences are noted and acted upon. Attention to detail also includes maintaining a clean and organized front desk area, keeping track of inventory such as room keys and supplies, and ensuring that all guest requests are fulfilled promptly and accurately.
5. Customer Service Skills
Customer service is a critical skill for front desk staff, as they are the first point of contact for guests and often represent the face of the hotel. Staff should be able to greet guests warmly, make them feel welcome, and provide any assistance or information they may need during their stay (Vallen & Vallen, 2014). Good customer service also involves anticipating guest needs and being proactive in providing solutions or recommendations to enhance their experience. Staff should be able to handle guest complaints or concerns with empathy and professionalism, and go above and beyond to exceed guest expectations whenever possible.
6. Technical Proficiency
Working at a hotel front desk also requires technical proficiency. Staff should be able to use a range of computer programs and software, including reservation systems, email, and various applications. They should also be familiar with the hotel's phone system and be able to troubleshoot any technical issues that may arise.
In addition, technical proficiency also includes knowledge of hotel policies and procedures, such as check-in and check-out procedures, room rates, and cancellation policies.
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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?


	
Familiarize myself with the hotel's policies and procedures to ensure that I am equipped to handle any guest inquiries or concerns.


	Be punctual: Arriving on time ensures a smooth handover from the previous shift and avoids any delays in the check-in or check-out process.

	Prioritization of tasks: By prioritizing tasks based on urgency and importance, I can ensure that critical tasks are completed first, minimizing the risk of delays or issues.

	Document critical information: Documenting critical information such as policies and procedures, contacts, and emergency protocols in a readily accessible location can help ensure that new staff members have access to essential information even in the absence of a manager.

	Review the schedule and expected arrivals for the day to anticipate any potential issues and ensure that everything is running smoothly.



	Prioritize tasks: I would prioritize tasks based on urgency and importance to ensure that critical tasks are completed first. 
	Organization: Maintaining an organized and clean work area helps to ensure that all necessary materials are readily available, reducing the time required to locate them, and minimizing the potential for errors.

	Cross-training: Cross-training staff members in various areas of the hotel, such as housekeeping or maintenance, can help ensure that there is a pool of capable and knowledgeable staff available to step in and support the front desk in the event of an unexpected absence.


	Keep a positive and professional demeanour at all times, and be proactive in greeting guests, answering their questions, and addressing any issues that may arise.

	Communicate effectively: Clear communication with colleagues, management, and guests is critical to ensure that everyone is on the same page and that expectations are clear. 

	Effective communication: Clear communication is essential to ensure that expectations are met, and issues are resolved promptly. 

	Create a standard operating procedure: Developing a standard operating procedure for the front desk can help ensure consistency in operations and minimize the impact of unexpected absences. 


	Provide exceptional customer service by being attentive to guests' needs, listening actively, and offering appropriate solutions.



	Be proactive: Anticipating potential issues and taking appropriate action can help to prevent problems from escalating. 

	Proactivity: Being proactive and anticipating potential issues can help to prevent problems from escalating, minimizing the impact on guests and colleagues.

	Communication: Establishing effective communication channels among team members can help ensure that everyone is informed of changes in schedules or unexpected absences, enabling them to make appropriate adjustments.

	
Maintain a clean and organized front desk area, ensuring that all necessary materials are stocked and readily available.


	Be organized: Maintaining an organized and clean work area helps to minimize clutter, reduce stress, and ensures that all necessary materials are available and easily accessible.

	Attention to detail: Paying attention to detail helps to ensure accuracy, reducing the potential for errors or delays. 

	Regular review and update: Regularly reviewing and updating the contingency plan to reflect changes in staffing, policies, or procedures can help ensure that it remains relevant and effective.



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)


	A PMS is essentially a software application that allows hotel managers to manage all the daily tasks and operations associated with running a hotel (Kansakar et al, 2019). The key elements that are required when considering PMS include, reservations management. A PMS should have a centralized reservation management system that enables hotel managers to book, manage and cancel reservations easily. This element should include a real-time booking engine that integrates with the hotel's website, allowing guests to book rooms online.
The PMS should as well have a front desk management module that allows hotel staff to check-in, check-out, and manage guest requests in real-time. This element should also include features like room assignment, billing, and the ability to add or modify guest details. In addition to this, the PMS should have a comprehensive accounting and billing module that can handle all aspects of invoicing, payments, and financial reporting (Kansakar et al, 2019). This element should also include the ability to generate custom reports and track financial performance.
The PMS should have a housekeeping module that allows hotel staff to manage and track room cleaning schedules, linen inventories, and maintenance requests. This element should also include the ability to view room statuses, guest preferences, and special requests. Furthermore, the PMS should have robust reporting capabilities that allow hotel managers to monitor key performance indicators (KPIs), such as occupancy rates, average daily rates (ADR), and revenue per available room (RevPAR) (Kansakar et al, 2019). This element should also include the ability to generate customized reports and dashboards that provide insight into guest behavior, marketing effectiveness, and operational efficiency.





	
Element 2 – Hotel reputation


	It is essential for hotels to maintain a positive reputation to ensure continued success and profitability. The key factors include quality of service; hotel staff must provide exceptional customer service to guests to create a positive reputation (Tesone, 2015). Staff members must be courteous, knowledgeable, and attentive to guests' needs. By going above and beyond to provide excellent service, hotels can create a positive guest experience and generate positive reviews.
Cleanliness and Maintenance comes in as an important element in hotel reputation. Guests expect hotels to be clean and well-maintained. Hotels must ensure that rooms and public areas are kept spotless and in good condition (Solomon, 2018). They should also address maintenance issues promptly to ensure guest satisfaction and prevent negative reviews.
Furthermore, hotels must offer amenities that meet or exceed guests' expectations. Amenities such as fitness centers, swimming pools, and free Wi-Fi are standard offerings in most hotels. Offering unique amenities such as spa services or in-room technology can set a hotel apart and create a positive reputation.
Hoteliers must monitor and manage their online reputation carefully. Online reviews on websites such as TripAdvisor and Yelp can significantly impact a hotel's reputation. Responding to reviews, addressing complaints, and taking corrective action when necessary can help build a positive online reputation (Solomon, 2018). When it comes to marketing and branding a hotel's marketing and branding efforts play a critical role in creating a positive reputation. Hotels must invest in marketing efforts that align with their brand and target the right audience. Building a strong brand identity and messaging that resonates with guests can help create a positive reputation and attract new guests.





	
Element 3 - Communication 


	Effective communication is a critical element of hotel operations, encompassing both internal communication among staff members and external communication with guests. The key elements include the element of clear and concise language. Clear and concise language is essential to ensure that messages are understood and that expectations are clear. Staff members should use language that is easily understood by guests and colleagues, avoiding jargon or technical terms that may be unfamiliar (Solomon, 2018). In addition to this, active listening is also required as part of communication. Active listening involves paying close attention to the speaker, asking clarifying questions, and paraphrasing to confirm understanding. This helps to ensure that the message is received as intended and can help prevent misunderstandings.
Having empathy is an important element as it is the ability to understand and share the feelings of others. In hotel operations, staff members should be empathetic to the needs and concerns of guests, demonstrating a willingness to listen and address any issues or concerns. Cultural sensitivity has to be demonstrated in this context. It entails being aware of and respectful of different cultural practices and beliefs (Corgel et al, 2011). In hotel operations, staff members should be aware of the cultural backgrounds of guests and colleagues, using appropriate language and behavior that is respectful and sensitive to cultural differences.
Timeliness is critical in hotel operations, particularly in addressing guest inquiries or complaints. Staff members should respond promptly to guest requests and concerns, providing timely updates and resolutions. On the other hand, clarity in policies and procedures have to be maintained. Staff members should be aware of the hotel's policies and procedures, and these should be communicated clearly to both staff members and guests. This helps to ensure consistency in operations and minimize the risk of misunderstandings or errors.





	
Element 4 - Staffing 


	Effective staffing is critical to the success of any hotel operation thus the key elements include recruiting and hiring. Recruiting and hiring the right staff members is essential to ensure that the hotel has the talent and skills necessary to provide exceptional service to guests. The recruitment process should be designed to attract candidates with relevant experience, qualifications, and a passion for hospitality.
This is followed by training and development. Training and development programs are essential to ensure that staff members have the skills and knowledge necessary to carry out their duties effectively (Wood, 2013). These programs should cover a range of areas, including customer service, communication, technical skills, and safety procedures.
Scheduling staff members is an important aspect of staffing in hotel operations. The schedule should be designed to ensure that there is sufficient staff available to meet the needs of guests, while also minimizing labor costs and maximizing efficiency. In addition to this, performance management is an essential feature to ensure that staff members are meeting expectations and delivering high-quality service to guests (Tesone, 2015). This includes setting clear performance goals, providing regular feedback, and implementing appropriate rewards and recognition programs.
Employee engagement is critical to staff retention and overall job satisfaction. Hotel managers should develop strategies to engage staff members, such as providing opportunities for career development, creating a positive work environment, and recognizing and rewarding outstanding performance. This aligns with the actions of Staff motivation. Motivating staff members is essential to ensure that they remain committed to providing exceptional service to guests. This can include providing incentives such as bonuses or promotions, recognizing outstanding performance, and providing opportunities for advancement.
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