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The most desirable skills that employers look for, especially when hiring someone to work on the front desk of a hotel are; good verbal and written communication skills, a good telephone manner, customer service skills, the ability to be organised and work well under pressure. These required skills are listed on the Premier Inn recruitment site, which explains what is most valued from their employees, including attributes such as working hard while maintaining a welcoming appearance (Whitbread, 2022).
Front desk staff are the first people that guests see as they arrive at their hotels, this is the first instance of customer service that guests will receive from that hotel, these staff must ensure they are welcoming and friendly. Most guests will see them as the face of the hotel for their stay. Front desk staff have a responsibility to see to the customers and make sure they have all the information that they need, their key and any extra guidance they request. These front desk employees can give their hotel a competitive advantage and differentiate it from other hotels (Sharon, T. R et al, 2014). 
It is important that front desk staff are organised, they may have several jobs all at the same time, they must ensure they prioritise what needs their attention most. They should also be prepared for any unexpected events, such as a phone call, this may interrupt their working, but should attend to it as soon as they can. Organizational attributes have been seen to affect the performance of the whole business (Belias, D. 2019). 
Communication at the front desk is vital, it is highly likely that they will need to send messages to other departments in emails, over the phone or in person. Oral communication is one of the most important skills while working at the front desk. (Hai-yan et al, 2006) There is an expectation from customers that the communication from front desk staff will fulfil their requirements, ensuring that their experience at the hotel has been satisfactory (Jawabreh, O. et al.  2022). 
It is a highly favourable skill for front desk staff if they can recognize the needs of their customer and understand them in order to better accommodate them (Masterclass, 2022).
As the hotel industry grows, there is constantly more and more competition for the same or similar service, along with a high demand of customers, there are many fundamental factors that will affect the customers experiences (GoMindsight, 2019). Many customers’ experiences start with a phone call, this may be to book a room or to discuss the options open to them, either way, it is essential that front desk staff have the best telephone manner they can in order to please the customer and potentially sell the room they would like. Having a good telephone manner is important in any situation, especially if staff need to dela with any complaints. Front desk staff may be able to empathise with any customers to ensure their understanding of any given situation (Sriyam, A.L. I. N. 2010). 
Front desk staff are relied on to maintain a competence in accomplishing their jobs (Widiningrum, R. 2008). Receptionists largely, are responsible for checking people into and out of their rooms, while doing so they may have the opportunity to sell additional products that could enhance their stay (Zhang, B. 2021). The organisational skills, that were discussed earlier, would come in helpful here too as receptionists may have to deal with any last-minute room sales to make the hotel look more favourable, this may include the offering of any discounts (Zhang, B. 2021)
From personal experiences, I have witnessed what could be the reason for the loss of any customers, from a lack of good telephone manner or organisational capabilities, this could be the detriment to the business. It is clear to me that all the above skills should be required to work on any front desks in hotels. However, I have also seen how positive experiences are affected by the staff at front desks. In conclusion, it remains an important factor to stay calm and collected while under pressure, ensure that organisational skills throughout all work is at its best for the greatest outcomes, as well as keep a good presentation of oneself as they become the reflection of that hotel or chain of hotels. 
Having read the articles within this essay, I would be sure to maintain all communication, good telephone manner and remaining organised. These seem to be the most sought-after skills required to effectively carry out any role relating to working on the front desk. 
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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?


	Speak to a team leader / supervisor to gain key information needed is communicated, especially for a first day. 

	By listening carefully and intently on your first day you should observe what your supervisor is doing and take the initiative. 

	That is the most that can be expected of someone on their first day, without a manager present unexpectedly. 
	As a new starter, perhaps they could suggest but perhaps they would not have the skills to form a contingency plan. 

	Smile and stay calm, make guests aware that you do not have the information to hand but will deal with their query as soon as they can. 

	Find a senior leader/ whoever is in charge for that shift- find out the relevant information required to deal with the query from earlier. 

	Listening to guests, explaining clearly, telling them you would do your best to see to their needs.
	Assure the guests that you will take messages and get their query answered at the soonest convenience. 
It is important to continue communicating with their guests throughout their entire visit. 





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:

Elements of hotel administration
	
Element 1 – Property Management Systems (PMS)


	
PMS are systems that allow hotels or chains of hotels to manage front-desk tasks, such as booking reservations, checking in and out and managing room rates (Oracle, 2023). Having such systems allows the hotel to be run much more efficiently, from housekeeping being better prepared with information about time of guest arrival to having higher data security (Onix systems, 2023). Having a system like this allows the hotel to have a better understanding of room status and be better prepared for the arrival of guests. Such systems also enable the hotel to keep in contact with their guests, leaving their whole experience a well-rounded one from beginning to end.  PMS also offers the ability to keep a record of past guests to use in the event of an issue being raised (Onix Systems, 2023). PMS have become an essential toolkit for hotels and considered the backbone for each hotel (eRevMax, 2021). These systems have been relied on for a multitude of reasons, from supporting front desk staff to promoting sales, planning and reporting. As well as these factors, such systems allow hotel owners to manage and assess their revenue and see the performance of the building and business (eRevMax, 2021).


	
Element 2 – Hotel reputation


	
Having and maintaining a positive reputation is what most hotels will rely on to keep their existing and loyal customers. One way in which hotels can build their reputations is to have a presence on social media platforms, this opens them up to a range of audiences and allows them to engage in real time with them, this allows hotels to build the loyalty needed between them and their customers.  (j. et al. 2020) Making sure that each guest has a pleasant and comfortable stay is vital when trying to build a good reputation, word of mouth is powerful amongst people, furthering their customer base and target audience.
As society works more towards being digital and online, it is important for hotels today to be more accessible in these areas, this may include having search bars on their websites so that people can have easy, stress-free access to what they may need (ReputationDefender, 2021). Another aspect of a positive reputation is for the hotel to be clean and presentable, as well as the staff having clean and orderly uniforms, this is one way that guests will see the brand’s reputation (Studiowide, 2022).
In order to boost hotel reputation, hotels could focus on good reviews, having an emphasis on this will boost morale and therefore further productivity and efficiency (j. et al. 2020).
Depending on the type of hotel it is, whether it be a budget hotel or five stars, will make the standard procedures slightly different, but nonetheless, each have a reputation to withhold and maintain, services that are offered may differ but the way these are delivered are equally as important to continue building their reputation, similarities will be seen when all staff are always satisfying their guests’ needs and expectations (Johnston, R Clark, G. Shulver, M, 2012).



	
Element 3 - Communication 


	
The elements of communication are vital for the running of a hotel, there are five elements of effective communication, these include trust, respect, understanding, empathy and resolution (Rohlander, M.D. 2023). Communication between managers and employers are key so that everyone knows what they are doing and ensures that everything that needs doing will be completed in a timely manner, not only this, effective communication between staff and systems such as PMS. Building trust between managers and employees allows for more effective communication as it increases credibility and gives the benefit of the doubt in situations where employees want to be heard and understood.
Communication between departments is important, with the emphasis of making everyone’s job easier and more efficient (Jawabreh, O. et al.  2022).
As well as this, communication skills can enhance a guest’s experience, this has a clear presentation for the guests that they are being listened to, this shows loyalty to their customers (Moore & Smalley, 2023). The key elements for communication are to be clear and concise so that everyone can understand (Ivey Business Journal, 2004).
Communication goes much deeper than just that between staff and departments, more importantly, the main aim for any hotel is to ensure that communications to the guests is clear and easily understood, this starts by being proactive, this is knowing what the guests are wanting and exceeding their expectations where it is possible (Cvent blog, 2020). It may also be helpful to establish a regular form of communication, such as reminders of their booking, this the allows guests to respond with feedback to help improve areas that may need it (Cvent blog, 2020).


	
Element 4 - Staffing 


	
This final element is staffing, this is a huge element as the staff required impacts all the above elements. Staff need to be able to use PMS effectively in order to understand what has been done and anything that remains undone. Staff communication is a key element for the effective running of a hotel. Equally, the way staff are presented, represents the hotel and therefore impacts the reputation. This comes with staff being enthusiastic about their jobs, in order to give their guests, the best possible stay. (Overview, 2023) It is important for hotels to have the correct number of staff required, this ensures tasks are delegated evenly amongst everyone and makes each person’s job a little easier and that all services resume smoothly. (Hoteliga, 2023) 
A key aspect for hotels when thinking about staffing is to keep engagement high, this can be maintained by keeping work fun and ensure training is carried out properly to increase confidence of each staff. (Aliceplatform, 2023) Having staff that is properly qualified or trained can make all the difference for hotels. Many hotels have principles in place for staff to increase customer satisfaction, one that is interesting is the 10 – 5 rules, whereby whenever a member of staff is within 10 feet of a guest they smile and within 5 feet they verbally greet them, (iContracts, 2018) This rule is malleable to any hospitality job, one that could make all the difference.
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