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Component One:
Working at the front desk of a hotel is an important role that requires a unique set of skills. The front desk is the first point of contact for guests, and it is essential to provide a positive experience and ensure their needs are met. This journal will discuss the key skills required to work on the hotel front desk, draw upon my personal reflections and industry examples, and explore how theoretical knowledge can be applied to the industry.
The first and most important skill required to work at the hotel front desk is excellent communication skills. It is vital to be able to communicate effectively with guests, co-workers, and managers. Clear and concise communication is necessary to ensure that guests' needs are met and that any issues are resolved promptly. Communication skills also include active listening, as guests may have unique requests or concerns that need to be understood and addressed. In addition, it is essential to be able to communicate professionally, both in person and on the phone, to maintain a positive image of the hotel (Konstantinovsky, 2017).
Another key skill required to work at the front desk is the ability to multitask. Front desk staff may be responsible for checking guests in and out, handling phone calls, responding to emails, and providing recommendations for local attractions and dining options, all while maintaining a friendly and welcoming demeanour. Multitasking requires excellent time management skills, the ability to prioritise tasks, and the ability to work efficiently under pressure (St. John, 2016).
Problem-solving is also an essential skill for front desk staff. Guests may have various concerns and issues that need to be addressed promptly and effectively. Being able to identify the root cause of the problem and finding solutions to resolve it is crucial. This may include offering alternatives, providing compensation, or working with other departments to find a solution (Chang, 2018).
Attention to detail is another critical skill for front desk staff. It is essential to ensure that guest information, such as their name, reservation details, and payment information, is accurate and up-to-date (Hill & Jin, 2017). Mistakes in guest information can lead to dissatisfaction and negative reviews, which can impact the hotel's reputation. Attention to detail also includes monitoring and maintaining the cleanliness and organisation of the front desk area.
In addition to these essential skills, front desk staff must possess a positive attitude and a willingness to learn. A positive attitude is infectious and can help create a welcoming and friendly atmosphere for guests. A willingness to learn is essential, as the hospitality industry is constantly evolving, and there may be new technologies, systems, or procedures to learn (Ludwig & Mueller, 2018).
Personally, I have experience working at the front desk of a hotel during my internship, and I have found that these skills are crucial to success in the role. Communication skills were essential, as I needed to interact with guests from various cultures and backgrounds, and active listening was necessary to understand their needs fully. Multitasking was also essential, as I was responsible for handling check-ins, phone calls, and emails while assisting guests with their requests. Problem-solving was required when issues arose, such as room changes or special requests, and attention to detail was crucial to ensuring guest information was accurate.
In terms of applying theoretical knowledge to the industry, there are several ways that this can be done. For example, communication skills can be enhanced by studying effective communication techniques and practising active listening. Time management skills can be improved by learning about time management strategies and prioritising tasks. Problem-solving skills can be developed by studying case studies or scenarios and practising identifying solutions. Attention to detail can be enhanced by studying best practices for record-keeping and organising information.
The importance of these key skills in the hospitality industry cannot be overstated. Front desk agents are often the first point of contact for guests, and their interactions can set the tone for the entire guest experience. A positive experience at the front desk can result in repeat business, positive reviews, and referrals, while a negative experience can result in lost revenue and damage to the hotel's reputation (Ong & Teo, 2016).
Furthermore, in today's competitive hospitality industry, it is essential that hotels provide exceptional customer service to differentiate themselves from competitors. Front desk agents play a critical role in providing this service, as they are often the primary point of contact for guests (Zhang & Chen, 2014). Therefore, hotels must invest in training and development programs to ensure that their front desk agents have the necessary skills and competencies to provide exceptional service to guests.
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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?


	Greet every guest with a smile and warm welcome.

	Follow the hotel's standard operating procedures (SOPs) and guidelines.
	As it encompasses all the fundamentals of keeping the hotel operational while the management is away, this plan is the most efficient.
	Examine the emergency and backup procedures that the hotel has in place.

	Ask guests how to assist them and address their needs and concerns promptly in time.
	Monitor the front desk phone and email for any messages or requests.
	There are components of both operations and customer service in the plan, both of which are crucial to the hotel's successful functioning.
	Participate in training sessions or workshops on the operations of the front desk and provide excellent customer service (Mehta, 2015).

	Provide accurate information about the hotel's amenities, services, and local area.
	Perform registration and check-out procedures for guests in a timely and correct manner.
	The plan addresses all significant components of the hotel, including safety and security, all of which are essential to delivering a high level of service to guests.
	Create a comprehensive manual or checklist that outlines the tasks and responsibilities of the front desk associate (Scholl, 2018).

	Be knowledgeable about room availability, rates, and reservation policies.

	Update the room availability and occupancy status in the property management system (PMS).
	In addition, the plan guarantees that all the necessary documentation documents are finished in a timely manner while maintaining accuracy. This is essential for guaranteeing that there are no misunderstandings or delays.
	Train other members of the team to handle front desk responsibilities so that they can fill in as needed (Trivedi, 2014).

	Handle any complaints or issues in a professional and courteous manner.
	Process payments and credit card authorisations.
	The plan also ensures that every member of staff is aware of their responsibilities, as well as any modifications or updates to those responsibilities, which will contribute to the smooth running of operations during the shift.
	Establish a communication protocol with the manager or other supervisors in case of absence or emergencies (Price & Metzger, 2013).

	Thank guests for their stay and invite them to return in the future.
	Ensure all equipment is in working order and any faults are reported to the hotel manager.
	
	Conduct regular performance reviews and feedback sessions to identify areas of improvement and growth opportunities for the front desk associate (Lomax, 2014).

	Maintain a clean and organised front desk area.
	Coordinate with housekeeping and maintenance to ensure timely guest requests and room turnover.
	
	Ensure all staff are aware of their roles and responsibilities and how to handle any situations that may arise.

	Ensure the front desk is adequately stocked with supplies such as stationery and brochures.
	Monitor the security cameras and report any suspicious activity or incidents.
	
	Encourage staff to communicate any concerns or queries they may have, in order to ensure all issues are addressed in a timely manner.



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 Property Management System (PMS) is a software system that is used to manage and streamline a hotel's operational and administrative processes. The system helps in automating the operations of a hotel, including the front office, housekeeping, and reservations (Hassan & Wong, 2015). PMS also helps in managing guest data and preferences, tracking room inventory, and automating billing and payment processes.
The key elements required when considering PMS in hotel operations include the following:
Flexibility and customisation: A good PMS should be flexible and customisable to meet the unique needs of a hotel. This means that it should be able to integrate with other systems, support multiple languages, and be easily configurable to adapt to changing business requirements (Mukherjee & Chatterjee, 2014).
Integration with other systems: The PMS should integrate with other systems, including Point of Sale (POS) systems, Revenue Management systems, and Customer Relationship Management (CRM) systems, to provide a seamless experience for guests and staff (Khan & Daud, 2012).
Security: Since PMS handles sensitive guest data and payment information, it is essential to ensure that the system is secure and meets industry standards for data protection.
User-friendly interface: A user-friendly interface is critical to ensure that staff can quickly learn and use the system. A PMS with a simple and intuitive interface reduces errors and increases efficiency.
Reporting and analytics: A good PMS should provide detailed reporting and analytics to help hotel management make informed decisions. The system should be able to generate reports on occupancy, revenue, and guest demographics, among others.






	
Element 2 – Hotel Reputation


	A hotel's reputation is a critical factor that can make or break a business. The reputation of a hotel is determined by the experiences and feedback of guests. Positive guest experiences lead to good reviews and recommendations, while negative experiences lead to bad reviews and a tarnished reputation (Rath & Sinha, 2018).
The key elements required when considering hotel reputation in hotel operations include the following:
Service quality: The level of customer satisfaction that is consistently delivered by a hotel is one of the most important factors in determining its reputation. The provision of great service to a hotel's customers should be a primary focus for the establishment and should include personalised attention, prompt service, and attention to detail.
Cleanliness and maintenance: The hotel's attention to detail in terms of cleanliness and upkeep is a crucial component that shapes the experiences of hotel guests. At all times, hotels need to take the necessary precautions to guarantee that their facilities are well-maintained, spotless, and presentable (Park & Kim, 2018).
Customer feedback: Hotels should make it a point to aggressively seek feedback from customers in order to have a better understanding of their experiences and locate areas in which improvements may be made. Online reviews, guest questionnaires, and comment cards are some of the ways in which one can collect this input.
Brand image: It is essential for a hotel to have a positive brand image in order to maintain its reputation. Hotels need to have a distinct brand identity that is able to connect with their ideal guests and that is in line with the hotel's core principles and goals (Uysal & Jurowski, 2014).



	
Element 3 - Communication 


	Effective communication is a fundamental element of hotel operations. Communication is the process of exchanging information, ideas, and opinions between individuals or groups. In a hotel, communication takes place between staff, departments, and guests (Chen et al., 2020). The following are key elements that are required for effective communication in hotel operations:
Clear and concise messaging: Clear and concise messaging is crucial to ensure that information is transmitted accurately and effectively. In a hotel, staff must use language that is easily understood by guests and colleagues. They must also be able to communicate information in a clear and concise manner to avoid confusion or misunderstandings.
Active listening: Active listening is an essential element of effective communication. Staff must be attentive and receptive to the messages being conveyed to them. They must also be able to ask questions and seek clarification when necessary.
Multilingual proficiency: In a hotel, staff must be proficient in multiple languages to communicate effectively with guests who may come from different parts of the world. The ability to speak multiple languages is also important when interacting with colleagues who may speak different languages.
Communication technologies: Communication technologies such as email, messaging applications, and social media platforms are essential in hotel operations (Ruggiero & Di Santo, 2020). These tools enable staff to communicate with each other and with guests efficiently and quickly.
Feedback mechanisms: Feedback mechanisms such as suggestion boxes, surveys, and online reviews are crucial to hotel operations. They enable guests to provide feedback on their experiences, which can be used to improve services and operations (Perez & De Vries, 2019).



	
Element 4 - Staffing 


	Staffing is another critical element of hotel operation. Staffing involves recruiting, selecting, training, and retaining employees who can perform various tasks in the hotel (Chen, 2020). The following are key elements that are required for effective staffing in hotel operations:
Recruitment and selection: Recruiting and selecting the right staff is crucial to hotel operations. The hotel must have a clear understanding of the roles and responsibilities required for each position and must have a well-defined recruitment and selection process to identify the most suitable candidates.
Training and development: Training and development are crucial in ensuring that staff can perform their roles effectively. The hotel must provide comprehensive training and development programs that equip staff with the skills and knowledge required to perform their roles (Kumar & Sharma, 2013).
Performance management: Performance management is essential in hotel operations. The hotel must have clear performance metrics and goals that are aligned with the hotel's objectives. Staff must receive regular feedback on their performance and must be given the necessary support to improve their performance (Sharma & Kumar, 2014).
Staff retention: Staff retention is a critical element in hotel operations. The hotel must have strategies in place to retain staff, such as providing opportunities for career growth and development, offering competitive salaries and benefits, and fostering a positive work environment (Chandra & Srivastava, 2015).
Staff motivation: Staff motivation is essential in ensuring that staff are productive and engaged in their roles. The hotel must have strategies in place to motivate staff, such as recognising and rewarding good performance, providing opportunities for staff to contribute to the hotel's success, and creating a positive work environment.
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