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Key skills required for hotel front desk work: 

Communication- communication is very important for working at the hotel front desk. The receptionist in a hotel interacts with many guests on a daily basis. A hotel front desk worker can create a good impression by communicating efficiently. Also, maintaining a positive tone while talking to customers can ensure a comfortable environment. 

Technical skills- technical skills are required for working on a computer. In the world of digitization, every sector uses technology in their respective areas. For working at a front desk job, it is important for a receptionist to have technical knowledge of operating computers. Keeping customer records, transactions, checking room availability, etc. requires a trained employee for maintaining records.

Problem-solving skills- professionals who want to pursue a career in the hotel industry must possess problem-solving skills to resolve the queries of customers and provide a positive experience and customer satisfaction. For example; some customer problems such as damaged key cards, lack of internet connectivity, luggage issues, dirty rooms, noisy neighborhoods, and other guest problems can be acknowledged by using problem-solving skills. 


Multitasking- multitasking is a skill that involves the management of different tasks at the same time but in an efficient manner. Multitasking skills can be best smoothened by practicing. It helps to divide time wisely. Writings tasks list-wise on a notepad also helps in managing and dividing time. 

Adaptability- a career in the hotel industry involves much unpredictability and therefore it requires an employee to be adaptable to regular change. For example; rotational shift timings in a hotel can be challenging for some employees, in this scenario a person with adaptability skills can adapt easily and quickly to handle challenges. 

Patience- handling customers’ problems and providing them with solutions requires patience. A front desk worker must have the patience to deal with customers in high-pressure situations. A patient worker will understand the customer’s problem and should be able to provide a comfortable environment to the guests.

Team management- strong teamwork skill is required for a hotel employee to collaborate with the manager and other team members. For example; in case of any customer issue, team members can come together through a meeting and suggests ways to improve customer feedback. They can also find out ways to improve the performance of their own hotel and can set monthly goals to create strong teamwork.

 Leadership skills- front desk workers in a hotel must have leadership skills to manage their busy schedules. Front desk employees are usually the first to interact with guests and because of this reason, they can convey customer feedback to other team members and motivate them to provide good customer service. With the help of leadership skills, front desk workers can help in controlling and managing busy shifts and overtime during holidays. They can take responsibility for resolving any issue before other members. 

Customer service skills- customer satisfaction is one of the essential factors upon which the whole hotel industry is based.  In hospitality, it’s the responsibility of the entire hotel team to meet customer expectations. Customer service is based on being positive and proactive. Customers should be dealt with professionalism while providing services. 



 Organization skills- organization skills are those soft skills by which a worker manages expectations and also tries to successfully accomplish all the assigned tasks on time. For example; there are situations where a front desk worker might greet customers on a call as well as respond to a manager on the computer at the same time. They are expected to manage interactions with a positive response. 

In my personal experience team management skill is a very important skill in the hotel industry, for example, while resolving any customer issue, team members can come together through a meeting and suggest ways to improve customer feedback. They can find out ways to improve the performance of their own hotel by setting monthly targets and by achieving this they can create strong teamwork. key skills for example; team management skills, leadership skills, organization skills, patience, technical skills, etc. are important to work at the front desk of a hospitality industry because this industry keeps all customer satisfaction on priority and therefore it is essential for employee to include all of the major skills. 
Compliance knowledge

Most positions in hospitality require you to have certain training and knowledge in compliance. Indeed, being well-versed in industry-specific laws could be a prerequisite for your role.

For example, if you work as kitchen staff, you’ll need to be familiar with health and safety regulations, and ensure that ingredients are stored properly, workstations are cleaned thoroughly and food safety protocols are being followed. 
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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 a quick resolution of this scenario in the future?

	I as a front desk manager ensure that the guest will feel comfortable in cleanliness matters because cleanliness affects the environment and image of the hotel. The representation of the hotel involves a huge part of cleanliness because it affects the selection of the hotel and prints images regarding the first impression of the hotel and manager. People should have a personalized experience when they enter the hotel because people should feel special and not treated like other people.
	A clear understanding of the task and working with correct policies and procedures will help the hotel to ensure the smooth functioning of the task. Me as a front desk manager will distribute the task to the staff and members which covers every area of concern.


	As the situation is that the manager of the hotel is sick now it’s my responsibility to ensure that each guest would have a good feeling about staying in the hotel as well as operations should be carried out smoothly in an effective way with proper planning.
	To ensure the full safety of the hotel it is important to prepare a contingency plan which must include the following tips:

Cross-training of the staff means providing training to the other managerial staff for the time of emergency to run smooth operations in an organization. The other trained staff should be responsible enough to work in the time of emergency and doesn’t disappoint the hotel with the task.

	  It is very crucial to have knowledge of hotel services and management. An understanding of areas of hotels and policies would help the guest to explore the hotel more effectively. As the front desk manager, it is my priority to help the guest with what they required by setting up a help desk for them. This goes beyond the standard of the hotel. Personalized experience creates a good image because it gives a satisfactory hotel experience during the stay. Using welcome notes with the name of guests will impact the guest with a sweet gesture (Yang, Song, Cheuna and Guan, 2021).


	Time management will be my first priority because helps in the smooth functioning of tasks with punctuality. For instance, smooth check-in, check-out, management, answering proper phone calls without making the guest helpless and proper administrative duties such as staffing, cleaning, food and beverages.
	My plan is to emphasize open communication with guests to meet their needs and ensure that they would have a better experience in the hotel. I will make sure that the reputation of the hotel would be my topmost priority and for that, I will keep my eye on every matter whether it is small or big. I ensure that guests will speak positive words about the hotel.
	Procedures for operating the tasks and responsibilities by a detailed SOP stands for Standard operating procedure. This document outlines the task and responsibilities to provide the steps by step instructions for the staff and the management to be ready for any uncertain event.

	The foremost priority of the front desk manager is to handle complaints in the most effective way. Therefore, if guests have any complaints or concerns, they directly express them to the front desk manager and they don’t have to go anywhere else. 

	Additionally, as a front desk manager, I will look for clean rooms, best sanitary practices, check-in and check-out system and safety in guest rooms. A good interior and a better structure of functioning are also important.

	I have identified the key aspects to prioritize the operational management to ensure the smooth functioning of the hotel. This is my second priority to focus on the experience of the guest and serve them the best experience with the services of the hotel such as staffing, communication, restaurant and hotel rooms and cleanliness (Olimovich and Khudoynazarovich,  2020).
	It is always important to maintain contact information of personal numbers such as senior management, management staff, IT support services and some emergency contact for uncertain events. Information of such contact should be maintained by any of the working staff to utilize for the time being.

	The check-in and check-out system must have good initiative because many the hotel fails to do so. Guests have huge concerns regarding the check-in and check-out system. Every guest wants a hassle-free system and hence I as a front desk manager will focus on that issue for better and smooth functioning of the hotel. Similarly, the billing system also has a hassle-free system.


	Monitoring the structures and coordinating with departments about the step-by-step working of the hotel by maintaining the housekeeping staff, maintaining the restaurant, rooms and exterior of the hotel. It is important to maintain the interior of the hotel (Fan, Wei and Ko, 2021).
	The last I would like to add for effective management is my contingency plan to address many certain and uncertain events that may arise in the hotel during the functioning which will disturb the management. Uncertain events are unpredictable which will harm the reputation of the hotel if not managed properly. This couldn’t be controlled by any previous planning but only with instant management skills.
	A succession plan is crucial because it helps in recruiting candidates for the best managerial practices to fulfil the roles of the organization. This recruitment process would help to fill the vacancies in the hotel for many unforeseen and uncertain circumstances (Rousaki and Alcott, 2006).



	The most important thing is easy and effective communication because communication affects many things around an organization. the hotel management and front desk manager must have good communication skills with easiness because every guest should have the feeling of professional and familiar behaviour to provide an aura of a hotel.
	I will go for open communication to sort out the problems and find the solutions for the challenges the hotel is sticking around. Appropriate solutions are very important because they must covers the punctuality and proper way of doing things.

	 
	
	Regular communication should be the first and foremost duty of the organization to bridge the gap between the front desk manager and the other staff and department. The disruptions occur due to non-communication between the staff which delays and disturbs the management process of the organization.




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:

Introduction: The success of a hotel is depending upon the effective management of various key elements that are fundamental to its operations. This essay aims to research into four essential components of hotel operations: Property Management Systems, Hotel reputation, Communication, and Staffing (Wan and Law, 2017). By understanding and implementing these elements strategically, hotels can enhance their operational efficiency, guest satisfaction, and overall profitability. This essay will also explore each element in detail, highlighting their significance and importance.


	
Element 1 – Property Management Systems (PMS)


	Property management system (PMS) refers to a system of software that eases the potential of a hotel’s administrative tasks and management system. The major function of the property management system (PMS) includes hotel operations for example; occupancy management, and payment processing programs. Despite the fact that the property management system allows for managing to housekeep and performing human resources management and payment processing, PMS software commonly controls reservations and financial transactions. It does help in managing resources and performing human resources as well. Usually the foundation of hotel operations is provided by property management systems, which include a number of essential operations for effective management. Reservations, check-ins, room assignments, billing, and financial management are made easier by PMS software. Property management systems are computer programs that automate and update various hotel operations. Reservations, room distribution, guest management, and financial management are just a few of the tasks covered by PMS. Enhancing operational effectiveness and visitor satisfaction depend heavily on these systems (Bardi, 2021).
PMS reduces the possibility of overbooking or double-booking errors by automating the reservation process. Real-time updates on room availability are also made possible by this, ensuring that both guests and staff have the most up-to-date information possible. Managing guests is another crucial component of PMS. It allows hotel staff to make guest profiles, keep track of preferences, and monitor visitor history. With the help of this data, services can be more specifically according to the needs of each visitor (Bardi, 2021).
Managing the front desk requires the use of PMS as well. It simplifies the check-in and check-out procedures, cutting down on wait times and raising customer satisfaction. Front desk staff can instantly access guest information, such as reservation specifics, payment history, and special requests (Bardi, 2021).  It includes financial management as a core component. Automated accounting processes include the creation of financial reports and the processing of payments and invoices. By keeping track of room rates, occupancy percentages, and revenue data, it enables effective revenue management. 


                                                                                                                            



	
Element 2 – Hotel Reputation


	The perception about hotel, bookings, and repeat business of hotels are directly influenced by their reputation. The success of a hotel depends heavily on developing and maintaining a positive reputation. The standard of the service is crucial. The key to consistently providing excellent service is to engage guests in thoughtful, one-on-one interactions. Staff members must to be polite, well-trained, and accommodating of customers' needs and requests. Going above and beyond to please guests can make a lasting impression (Jaremen, 2016).
The reputation of a hotel is significantly influenced by online reviews and ratings. Booking choices are becoming more and more dependent on review sites like TripAdvisor and Google Reviews. It is essential to monitor and react to both positive and negative online reviews. Engaging with customer feedback determines a hotel's dedication to customer satisfaction and enables management to address any issues as soon as they arise. To build a hotel's reputation, a strong brand image must be created (Jaremen, 2016). A hotel's ability to stand out from its rivals is helped by effective marketing and advertising campaigns. Target audiences are attracted by brands with clearly defined brand identities that include distinctive features, values, and offerings.
Excellent service delivery is crucial for service quality. The feedback left by guests on online review sites needs to be actively monitored and addressed by hotels, who should take advantage of these platforms to do so while addressing any issues. Building a strong brand identity through efficient marketing and advertising strategies can help a hotel stand out from their competitors. Consistent customer loyalty and a good reputation are fostered by a strong brand image (Jaremen, 2016).





	
Element 3 - Communication 


	
Communication ensures smooth coordination and collaboration among different departments and staff members. Information, updates, and feedback are exchanged more easily because of regular team meetings, digital communication tools, and training initiatives. Efficiency, collaboration, and problem-solving are all improved by open lines of communication. From interactions before arrival to follow-ups after departure, there are many touchpoints that make up guest communication (Kansakar et al., 2019). The guest experience is enhanced by offering thorough details about reservations, amenities, services, and nearby attractions as well as by promptly responding to questions from visitors. In order to effectively communicate with visitors, one must also anticipate their needs, pay attention to their complaints, and promptly offer solutions (Kansakar et al., 2019).
Managing unforeseen circumstances or emergencies requires effective communication. During emergencies like natural disasters, power outages, or security incidents, hotels need to have clearly defined procedures in place to communicate with guests promptly and openly. Maintaining guest safety, controlling expectations, and reducing disruptions are all made easier with clear and accurate information (Kim and Kim, 2017).  Facilitating collaboration, boosting efficiency, and enabling seamless guest service are all made possible by ensuring effective communication between various departments and staff members. Regular team meetings, online communication tools, and training initiatives help to facilitate effective internal communication. Effective communication is ensured and misunderstandings are avoided by providing multilingual staff or translation services (Kim and Kim, 2017).



	
Element 4 - Staffing 


	
Finding candidates with the required knowledge, experience, and cultural fit for the hotel is the goal of recruitment and selection. A detail hiring procedure that includes reference checks, background checks, and interviews helps to guarantee the choice of qualified candidates for hotel services. Staff members have ongoing learning opportunities because of training and development programs (Nicoli and Papadopoulou, 2017). They gain better skills, information, and comprehension of the hotel's service standards through training, it keeps staff members well-informed of technological advancements and market trends. The performance of employees is enhanced, morale is raised, and a culture of continuous improvement is promoted by investing in staff development. Staff members can develop the necessary skills, perform their jobs better, and keep up with industry trends. The overall quality of services is improved by investing in professional development (Nicoli and Papadopoulou, 2017).
To meet guest demands, it is crucial to maintain the right staffing levels. Hotels can determine the ideal staffing level by looking at occupancy rates, seasonal variations, and special events. Understaffing can result in service gaps and unsatisfied customers, while overstaffing can add unnecessary expenses (Nicoli and Papadopoulou, 2017). Staff retention depends on developing a supportive work environment that encourages engagement, recognition, and work-life balance. Higher job satisfaction is a result of effective feedback, communication, and employee welfare initiatives.


Conclusion: Property Management Systems, hotel reputation, communication, and staffing are the four essential factors that must be carefully taken into account for hotel operations to be successful. Each component is essential to improving customer satisfaction, operational effectiveness, and overall profitability. Hotels can gain a competitive edge in the hospitality sector by utilizing technology, monitoring and managing reputation, developing effective communication, and giving staff recruitment and development top priority (Wan and Law, 2017).
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