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Despite hospitality being the oldest industry, hence the touch of modernisation and so much
technical improvement, humans still remain its main resource. Front office is the first and most
important element of any hotel.(S.sharabani et el 2015). The front desk is where most nerve
occurs as it is vital to maintain track of what is going on around the hotel.(Hogan J 2006). The
front desk personnel represent the hotel’s image and they should have a strong sense of
anticipating guests requirements in order to exceed expectations. A hotel concierge is the most
uniformed staff in the front office department. Concierge requires to have a good knowledge of
the city, its sites and up-to-date events to facilitate guests.The main responsibilities for the front
desk are to greet and welcome guests, look up reservations,check in and out,keep records, deal
with complaints,communicate with housekeeping many more. To fulfill responsibilities requires
many soft and hard skills.
Interpersonal skills improve efficiency of team work and improve business
communication.(J.Herrity 2018). As a front desk professional requires interaction with a variety
of people each day including upper management, coworkers,guests and business clients so
therefore it becomes an important aspect of front desk personnel.
Paying close attention to details is fundamental to finding success at work. Its essential skills to
have as it will to minimize unnecessary mistakes. Once the receptionist put the wrong figures
while the guest was checking out, before both parties realized the payment had gone through.
The guest was furious and the manager came and assured guest that the money will be
refunded in five days. She explained mistakes can happen but how you react to it can minimize
the impact on guests.
As a front desk professional you must have the ability to identify problems and use problem
solving skills to find solutions. Its a very important skill as it ensures guests’ satisfaction. While I
was working at the front desk I witnessed a few complaints from unhappy guests. One diamond
customer refused to pay the deposit Hilton charge and the receptionist very calmly explained
the hotel’s procedures yet the guest refused to pay. She consulted the manager and he took
over and resolved the issue by not charging the guest. On another occasion the guest
complained about the cold room. Front desk personnel provided an extra blanket and heater as
well as informing the maintenance team.
To get success in hospitality businesses, effective communication skills are essential.(L.Roces
2022). It is a vital component and it helps to ensure guests&#39; satisfaction. Clear and concise
communication can build strong customer relationships as well as solve problems and create
less misunderstanding within other departments. Front desk is constantly in touch with other
departments so therefore a strong communication can help to work effectively and efficiently.
Non verbal communication is as important as verbal. Positive body language will blend nicely.
with good communication skills. Front office requires you to write emails, memos, business
documents, guests enquiries. Effective writing skills gives hotels a nice image.

We are living in a technology-based society and hotels are not different. Each hotel has them
own software to run the front desk. Computer literacy helps to enhance efficiency and can help.
do more work in a shorter time.
Because front desk work closely with other departments therefore must understand the
importance of teamwork. Teamwork makes the work environment enjoyable. Successful
business has strong teamwork behind it.
Front desk personnel expected to be able to quickly locate whether its stationary or digital files.
Being organized doesn’t mean to do work quickly but also helps to follow the processes.
smoothly. It leaves a good impression on guests and also helps hotel maintain security data. I
was told by the front desk personnel  in order to do multitasking you have to be better at
organizations.

I have worked at the front desk for two days. From my experience i can say front desk is the
head of the hotel. Everything starts from there. Guests, maintenance, deliveries, complaints,
queries, emails and the list go on. The hotels always make sure they get professional training.
to keep hotel standards and improve repeat guests.
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	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?


	
One of the
techniques is
showing empathy
and caring. Empathy
and caring are
essential aspects of
hospitality, as they
are the core reason
they visit these
hotels. As a result, it
is important to show
empathy and care to
the guest to understand their
feelings and provide
comfort. This shapes
their overall
experiences.

	One way to ensure
smooth running
through the shift is
by prioritizing tasks
accordingly. It is
often common to
have a huge bulk of
tasks piling up.
Prioritizing the tasks
properly, from the
most urgent to the
least important, helps
ensure efficiencies and reduce delays.
	One of the aspects that
makes the action plan
effective is that it aims
to ensure a
personalized customer
experience. This aspect
is one of the key
factors that set the
hotel apart from others
making it more
competitive.
	One technique to
ensure quick
resolution of such
scenarios in the
future is to make
training ongoing.
This enables training
of the employees on
how to deal with
staff shortages and
expand their skills to
even managerial
roles to take easily take of such situations if the need arises (Yenidogan et
al., 2021)

	
Another way to
ensure the hotel is
represented well is
by anticipating their
needs. For instance,
they might be tired
during their arrival
and need some warm
water and a seat to
relax. They offer
their services even
before they ask to
send a message of
how good the hotel
is in its services, thus
making them more
comfortable.

	Being punctual and
organized also
ensures the smooth
running of the
operation as it helps
in knowing the
location of the
required customer
services or
paperwork on time.

	In addition, the action
plan works on
achieving the hotel&#39;s
goals, mission, and
vision, thus ensuring
the hotel achieves its
target in time.
Moreover, this step
will help determine if
there is a need to call
in other staff in days to
compensate for the
missing manager.
	

	
In addition, being
knowledgeable about
the local area and
services help in
ensuring that they
can assist the guests
in choosing the best
services by
recommending them
to various services
suiting their needs.
This aspect helps in
achieving a high		
level of satisfaction.
	
	In addition, it is
critical to know the
guests inside-out to
track their
preferences and
easily provide
customized
experiences,
reducing wasted time
in changing and
looking for the best
preference.
	Moreover, the action
plan helps in ensuring
efficiency and
effectiveness in
operation, ensuring
there is no wastage of
time and resources and
reduced delays which
is cost to the
organization.
	Moreover, it is
critical to implement
better scheduling that
allows flexibility
such that if one of
the employees is
missing, it is easy to
find a replacement
(Saleh et al., 2021).

	
Moreover, engaging
and meaningful
conversation is very
critical for the
success of every hotel. According to
Asif et al. (2019), a
good receptionist
should probe the
guests into how the
hotel can deliver a
good and
personalized
experience to the
theme. This aspect
increases the
customer&#39;s
confidence in the
ability of the hotel to
provide optimum
services.
	Moreover,
knowledge of the
hotel services and
laces helps
recommend the
customers the best preferences reducing
delays in helping
them book the best
services.
	Moreover, the action
plan aims to gather
more feedback for the
organization on
improving further and
increasing customer satisfaction. This
aspect helps ensure
that the organization
keeps in touch with the
trends in customer
experiences and
demonstrates to
customers that they
listen and care for their
needs, thus making it
more competitive over
its predecessors.
	Building a better
team through
communication can
ensure all employees
are connected and
collaborate. Through these processes, if
one cannot make it,
they can still find
ways of covering for
their work and make
plans earlier.

	

Furthermore, the
best way to represent
the hotel is to
respond to the
customers’ needs on
time without making
them wait long and offer personalized
services.
	It is also critical to
harness the power of
technology to easily
process incoming
reservations and
guest
communication, which will fasten and
ease receptionist
operations (Chan et
al., 2021).
	Furthermore, the action
plan helps the hotel
achieve strong
branding. Factors such
as providing
innovative customer
experiences, offering the best
recommendations,
showing empathy and
care, and being
effective and efficient
make the hotel
exception from others.
In addition, this action
makes the customer
feel they are at home.
As a result of this
action, the organization
will achieve great
branding, which is the
key role of a hotel
receptionist.
	Furthermore, it is
critical to automate
the majority of the
organizational
activities that can
allow individuals to
work from home. This will make it
easy for anyone
unable to make it to
work still easily
executes their roles.



Component Three:


	
Element 1 – Property Management Systems (PMS)


	
The hospitality sector is now highly technologized. These digital innovations are
essential in this sector as customers and employees currently want services at their
convenience that are personalized and hotels that provide improved experiences.
Therefore, to remain competitive, hotel industries require multifunctional management

systems. One key feature to consider is the usage of the cloud-based model. This
aspect enables an organization to access its data on cloud services from anywhere at
any point. Moreover, the property management systems should allow seamless
interaction with third parties, allowing the software to function with other extensions and
apps in yield management, marketing, and data analysis, making their responsibility
easy (Saleh. 2021). Another key element is the presence of a multifunctional front desk.
This element can be designed in the form of calendars, thus enabling faster navigation
and efficient means of controlling key hotel organization such as processes, booking,
and the status of all rooms. This aspect enables employees to customize room details
faster, keep track of all changes, and add or change reservations, making organizations
more easily. Additionally, it is essential to provide a digital cash book that enables
transparent accounting. Due to the ever-changing activities in accounting, implementing
evolving regulation help the company to avoid getting stuck with outdated software and
easily comply with evolving regulations. Furthermore, it is critical to provide a guest
application that enables self-service for employees (Yenidogan et al., 2021). This
technique gives customers a unique experience that enables easy check-in to hotels
and navigation of hotel service to make them choose the best.






	
Element 2 – Hotel reputation


	
A good hotel reputation is a key way an organization can attract many customers. As a result, every hotel endeavours to build a good brand reputation. One of the means of key elements of enhancing this reputation is by garnering good reviews. According to Chan et al. (2021), 90% of customers depend on online reviews to
determine which hotel to book. Lemy et al. (2019) also add that user-generated content,

such as reviews, hugely impacts whether a customer books a hotel. Therefore,
garnering good reviews helps in enhancing the hotel reputation. Another key element
in achieving reputation effects is staying active on social media. This site helps
showcase the brand and allows the hotel to interact with its customers directly. Social
medial platforms help in building relationships with potential customers. This tactic
enables an organization to increase its customer base and shape its reputation.
Moreover, a hotel can increase its reputation by engaging with its customers in real
time. According to Henan (2020), authentic interaction and communication can help
build brand loyalty which is key to increasing brand reputation. In addition, optimizing
the hotel website for search engines is a key element in increasing the hotel
reputation. This action helps make the organization more discoverable and relevant,
increasing the company reputation. Furthermore, digital marketing is a key strategy for
enhancing the hotel reputation. This digital marketing scheme helps increase visibility
and communication among the customers of the company status at all times, including
during downturn. This action increases customers confidence in the company, leading
to an increased company reputation.



	
Element 3 - Communication 


	
One of the key elements to consider in hotel communications is being proactive.
This action entails anticipating what the customers might want and then taking it to the
next level by exceeding their expectations. For instance, business travellers would want
to be assisted in arranging transportation and setting up business meetings while those
who travel for leisure want to be provided with the best meals, services and take to the
most breathing places. (Yenidogan et al., 2021). A timely response is also a key feature


in hotel communications by responding to complaints and negative comments, thus
showing customers that the organization cares about their comfort. This aspect leads to
a personal connection with the customers. It is also essential to establish a cadence of
regular communications. This aspect entails regular communication with the customers
throughout the journey by sending them regular email reminders asking them how they
are doing or in case they need anything and sending thank yous after their visit. This
aspect delivers a positive customer experience. Furthermore, providing personalized
communication and authentic interaction is key to enhancing hotel communications. The
organization should ensure that each communication with the customers (Chan et al.,
2021). Whether it is before they book or during their stay in the organization should be
personalized and authentic. The organization should often encourage its employees to
start and maintain their conversation with the customers and provide personalized
recommendations for locating services based on the guests’ interests. All these aspects
help in enhancing hotel communication.






	
Element 4 - Staffing 


	

One of the key elements in staffing in hotels is encouraging employee
engagement. Naturally, the hotel must treat its personnel well if it wants them to stay or
return each year. Best practices for every employer include having clear job
descriptions, strong on-boarding programs, frequent performance reviews, and
employee satisfaction surveys (Lemy et al., 2019). The workers should fully understand
the nature of their responsibilities and how they contribute to achieving the hotel
establishment. Setting up regular meetings to inform them of the company’s values and
their contributions to achieving those values is key. Incorporate the opinions of the

10
personnel into your management techniques by asking them what they think. As a result
of feeling valued, they will be more likely to stick around or return. Moreover, it is critical
to offer high-quality training which entails teaching them on how to handle difficult
situations such as during staff shortage (Saleh et al., 2021). This training will also help
them expand their skills to take up more responsibilities in case of a shortage and equip
employees with strategies of ensuring operations efficiently even in absence of top
level managers. Asif et al. (2019) as adds that it is essential for hotel organization to
take into consideration the season lows and highs in the hotel industry so as to locate
many employees during peak days while reduce the number during off peak periods.
Furthermore, staffing should be flexible, allowing employees more time to balance work
and home life. This increased their morale and productivity as it gave them time to re-energize
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