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During their stay and upon departure, guests engage with receptionists. A hotel front desk agent may enhance the brand’s image by improving client satisfaction and initial impressions, according to Indeed (2023). When visitors meet the services and goods that provide them enjoyment, they simply want to come back to the same hotel again according to Jawabreh (2020).

Communication Skills:
Effective communication is crucial for hotel front desk professionals. “All service companies, particularly the hotel sector, are working hard to enhance their communication skills in order to make consumers happy with their services” (Jawabreh et al. 2022). Throughout my experience working at the front desk, I have realized that clear and concise communication is essential for understanding guest needs and providing accurate information. For instance, actively listening to guests' inquiries and concerns helps me address their needs promptly and efficiently.




Customer Service Skills:
“The front desk gives guests a general impression of what kind of service the hotel is most likely to offer” (Nozar, R.A., 1996). Delivering exceptional customer service is at the core of the hotel front desk role. In my interactions with guests, I have come to appreciate the importance of being friendly, approachable, and empathetic. These qualities allowed me to create a welcoming atmosphere and ensure that guests feel valued and heard. 
Teamwork skills:
Good teamwork skills help front desk collaborate with other departments. For instance, they could talk about customer issues, schedule meetings, etc. Using these skills may inspire them to foster a pleasant work environment and collaborate in an efficient manner with other hotel employees to provide visitors with an enjoyable stay according to Indeed (2023).
Technical Skills:
Technical competence plays a vital role in effectively managing front desk operations. Through my experience, I have become proficient in using the hotel’s systems and other relevant software. By applying my theoretical knowledge of these systems, I can efficiently handle reservations, check-in and check-out processes, room assignments, and generate reports. This not only streamlines operations but also enables me to provide prompt and accurate information to guests which is a fact of great importance according to Han et al. (2018).
Multitasking Skills:
Working at the front desk often requires handling multiple tasks simultaneously which involves many skills, such as communication, computer abilities, etc. according to Walker and Walker (2017). I have developed strong multitasking abilities, allowing me to manage phone calls, assist guests with check-ins and check-outs, respond to inquiries, and handle administrative duties effectively. Prioritizing tasks, staying organized, and remaining composed under pressure are crucial in ensuring smooth front desk operations.


Cultural Skills:
“A multicultural working environment in hospitality industry has been practiced since decades due to its international character of business” (Basalamah, Ardani and Fransisca, 2021). Developing cultural competence is essential in providing personalized and culturally sensitive service. By understanding and respecting different customs, traditions, and etiquette, I can create a welcoming environment for guests. Moreover, this skill enables to avoid potential misunderstandings and conflicts, fostering positive guest experiences.
Theoretical knowledge acquired through education and training has been invaluable in my work at the hotel front desk. For instance, learning about effective communication strategies has helped me adapt my communication style to different guest preferences and situations. Theoretical knowledge regarding customer service standards has guided me in exceeding guest expectations and resolving issues promptly. 
For example, during a busy check-in period, I relied on my knowledge of efficient front desk procedures to minimize guest wait times. Similarly, my understanding of management principles allowed me to identify selling opportunities and increase revenue generation for the hotel. 
The skills needed for working in the hotel reception are crucial for the success of the hospitality industry. By possessing and applying the key skills discussed above, front desk staff can provide exceptional customer service, promote guest loyalty, and generate positive word-of-mouth, all of which are vital for the long-term success of a hotel according to Ahmad et al. (2021).
Working in a hotel’s reception involves a lot of skills and through personal reflections and industry examples, I have highlighted the practical application of theoretical knowledge in the hospitality industry. These skills are essential for providing exceptional guest service. By continuously developing and applying these skills, front desk professionals contribute significantly to the success of the hospitality industry.
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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 with Hotel Information:
I would review the hotel's information, including services, amenities, policies, and procedures. This would enable me to answer guest inquiries accurately.

	Familiarize Myself with Standard Operating Procedures: 
I would review the hotel's SOPs to understand the key processes and protocols. 
	Preparation and Familiarity: 
By reviewing the hotel's standard operating procedures and familiarizing myself with the necessary information, I am well-prepared to handle various front desk tasks. This allows me to navigate through the shift confidently.
	Designate a Point of Contact: 
Identify a designated point of contact who will assume managerial responsibilities in the absence of the manager. This individual should be knowledgeable about front desk operations, possess good decision-making skills, and have the authority to make necessary decisions.

	Address Guest Requests and Concerns: 
I would handle guest requests and concerns promptly and professionally. 
	Seek Support from Colleagues: 
I would reach out to my colleagues or other experienced front desk associates for guidance and support. 
	Collaboration and Support: 
Seeking guidance and support from colleagues who have experience in front desk operations fosters a collaborative environment. 
	Cross-Train Employees: Implement a cross-training program for front desk associates and other relevant staff members to enable a smoother transition during the manager's absence.

	Greet Guests Warmly: 
As guests arrive, I would greet them with a friendly smile, welcoming them to the hotel. By offering a warm and genuine greeting, I can create a positive first impression and make guests feel valued and respected.

	Communicate with Other Departments: 
I would maintain regular contact with housekeeping, maintenance for any necessary repairs or maintenance issues and keep the F&B department informed about guest dining preferences or special requests. 
	Effective Communication: Maintaining open lines of communication with other hotel departments is crucial for seamless operations. 
	Maintain Emergency Contact List: Compile an emergency contact list that includes essential personnel, such as the general manager, maintenance staff, housekeeping supervisor, and relevant department heads. 

	Maintain Communication with Other Departments: Effective communication with other hotel departments is crucial to ensure smooth operations. I would coordinate with housekeeping to ensure timely room availability and cleanliness, liaise with the maintenance team to address any maintenance issues, and collaborate with the kitchen staff to assist guests with dining options. 
	Prioritize Guest Needs: 
I would ensure that guests are promptly greeted upon arrival and receive a warm welcome. I would handle check-ins and check-outs efficiently.
	Guest-Centric Approach: 
Placing guest satisfaction as a top priority is essential. By providing exceptional customer service, addressing inquiries, requests, and concerns promptly and professionally, I can ensure that guests receive a positive experience during their stay. 
	Conduct Regular Managerial Training: 
Provide managerial training sessions for front desk associates and other team members who may assume managerial responsibilities in the absence of the manager. Equipping staff members with managerial skills prepares them to handle unexpected situations confidently.

	Handle Check-Ins and Check-Outs Efficiently: 
I would make sure a quick check-in and check-out process is taking place. This would involve efficiently managing their reservations, verifying identification, and providing necessary information about the hotel and its services. 
	Document and Report:
It is crucial to document any significant events, guest feedback, or incidents that occur during the shift. This can assist the manager in understanding the shift's activities upon their return and aid in any necessary follow-up actions.
	Proactive and Adaptive Attitude: Anticipating and addressing guest needs proactively demonstrates attentiveness and professionalism. 
	Establish Clear Lines of Communication: Define communication channels and protocols to be followed. 



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)


	According to Oracle (2023), all elements of hotel business operations are managed by hotel Property Management Systems (PMS). These are software used in hotel reception such bookings, check-in/checkout, etc. Hotel Property Management Systems technology has advanced significantly. A hotel PMS has developed into a critical component of business operations for hoteliers to deliver exceptional guest experiences.
According to Oracle (2023), effective use of a Property Management Systems can result in significant benefits for hotel operations, including housekeeping, hotel administration systems, efficient hotel distribution and storing data. For example, automating the check-in and check-out processes can reduce the time guests spend waiting in line, while real-time room status updates can ensure the housekeeping staff are aware of which rooms require attention. Additionally, Property Management Systems can provide valuable insights into guest behaviour, preferences, and spending patterns, enabling hotels to personalize guest experiences and improve revenue management.
According to Bardi (2011), hotel front desk staff are not the only ones that use Property Management Systems; also included are cleaning, food and beverage, marketing and sales, engineering, accounting, and security. Every department in the hotel is tasked for meeting the requirements of guests. Therefore, the method must be simpler for all hotel staff members and visitors. The selection of Property Management Systems must take into account the goals of the hotel, the requirements of the visitors, and the hotel's financial constraints. This system is anticipated to help hotel front desk staff with processing bookings, handling the check-in the and check-out, publishing to guest accounts, conducting night audits, and seeing and altering room status. Each person hired to work in the front office division must possess certain abilities.

	
Element 2 – Hotel reputation


	“Among the hospitality industries, the hotel sector is the one that invests a lot in building its image and reputation” (Ka Wai Lai, 2019). A positive reputation can be a differentiating factor in a competitive market. It is shaped by guest experiences, online reviews, ratings, and word-of-mouth recommendations. Maintaining a strong reputation requires a focus on service quality, guest satisfaction, and consistent delivery of promises.

Hotel Reputation Management involves actively monitoring and responding to guest reviews and feedback, both on review platforms and social media. It is essential to address guest concerns promptly and resolve issues effectively, showcasing a commitment to guest satisfaction. A positive reputation enhances the brand image, fosters guest loyalty, and generates positive word-of-mouth referrals. This makes it crucial for the hotelier to have a competent Hotel Reputation Management that continuously monitors the hotel’s reputation online, according to Sabel (2014).
According to Whatman (2021), to help build a good reputation, hotels need to pay attention to the review websites. A lot of people trust them when choosing a hotel and making a booking, and that's not changing anytime soon. Also, they should observe social media and inspire positive feedback as much as possible. This may be posted on review websites, social media, etc.

	
Element 3 - Communication 


	Effective communication is essential for successful hotel operations. Clear and timely communication ensures smooth coordination among different departments, facilitating efficient guest service delivery. Internal communication involves exchanges between front desk, housekeeping, maintenance, F&B, and management. External communication focuses on guest interactions, inquiries, and requests.
According to Coyne and Hughes (2022), simply providing the right signage is one method to guarantee that the visitors are informed of any changes. It may be quite beneficial to have clear signs in high-traffic areas like the dining areas, front desk and lifts. Additionally, new technology, such as contactless check-in or key cards, might make hotel customers more frustrated if used improperly. To inform visitors of new technology, how to use it, and where to obtain help, if necessary, provide adequate signs and directions.
Well-established communication channels, such as email, phone systems, and digital platforms, enable efficient information sharing and collaboration. Regular team meetings and briefings facilitate the dissemination of important updates and promote a cohesive work environment. Effective communication enhances productivity, minimizes errors, and improves guest satisfaction according to Arif (2023).


	
Element 4 - Staffing 


	Effective staffing is essential to ensuring hotel operations run smoothly and guest satisfaction is maintained. Staffing considerations include hiring, training, scheduling, and performance management. Staffing is a critical element in hotel operations as employees are responsible for delivering exceptional service to guests. Hiring skilled and motivated individuals is vital for maintaining high service standards according to Xie & Wu (2018). Proper training gives employees the necessary knowledge and skills to fulfil their roles effectively. Effective staffing also entails adequate scheduling to ensure optimal staffing levels during peak and off-peak periods according to Lai, Hitchcock and Kim (2018).
Hotels should prioritize hiring employees with the necessary skills, experience, and attitude to excel in their roles. Proper training is crucial to ensure that the employees understand their responsibilities, have the knowledge to perform their tasks effectively, and are aligned with the hotel's service standards and values.
Scheduling should be carefully managed to always ensure adequate staffing levels, taking into account factors such as occupancy rates, seasonal fluctuations, and employee availability. Additionally, performance management processes, including regular feedback, coaching, and recognition, can motivate employees and contribute to their professional growth, leading to improved service delivery.
According to SiteMinder (2023), hotels should also consider employee engagement and well-being, as satisfied and motivated employees are more likely to provide exceptional service to guests. Strategies such as employee recognition programs, training and development opportunities, and work-life balance initiatives can contribute to a positive work environment and high levels of employee satisfaction.




		Word Count
	902





























References 

Reference list Component One:

Ahmad, S. Z., Khan, M. K., Mohsin, A., Naeem, M., & Tanveer, A. (2021) ‘A systematic review of hotel service quality dimensions’, Journal of Hospitality Marketing & Management, pp. 1-29.
Basalamah, A., Ardani, E. G., and Fransisca, A. (2021) ‘Communication Challenges for Foreign Workers within Multicultural Hospitality Working Environment: Case Front Office of Hotel X in Japan’, International Journal of Social Science and Business, 5(1), pp. 120–126. Available at: https://doi.org/10.23887/ijssb.v5i1.32295 (Accessed: 16 May 2023).
Han, H., Jeong, C., & Kim, W. (2018) ‘Role of hotel front desk employees' emotional intelligence in enhancing customer satisfaction and loyalty intentions’, Journal of Travel Research, 57(4), pp. 465-481.
Indeed Editorial Team (2023) Essential Hotel Front Desk Job Skills (With Examples) Available at: https://au.indeed.com/career-advice/career-development/hotel-front-desk-job-skills (Accessed: 16 May 2023).
[bookmark: _Hlk135148280]Jawabreh, O. (2020) ‘Innovation management in hotels industry in Aqaba special economic zone authority; hotel classification and administration as a moderator’, GeoJournal of Tourism and Geosites, 32(4), pp. 1362-1369 Available at: https://doi.org/10.30892/gtg.40137-833 (Accessed: 16 May 2023).
Jawabreh, O., Masa'deh, R., Fayoumi, T.A., and Bareya, A. (2022) ‘Customer satisfaction towards communications skills of front office staff at the hotel (case study five stars hotels Aqaba)’, GeoJournal of Tourism and Geosites, 44(4), pp. 1312–1318. Available at: https://doi.org/10.30892/gtg.44416-948 (Accessed: 16 May 2023).
Nozar, R.A. (1996) ‘Smiles, knowledge fuel front-desk efficiency’, Journal of Hotel & motel management, Vol.211 (7), p.34.
Walker,  J.  R., and  Walker,  J.  T.  (2017)  Introduction  to  Hospitality  Management. 4th  edn.  Pearson  Education Limited
Reference list Component Two:

Cayuga (2016) Make Sure The Right Contingency Plans Are In Place Available at: https://cayugahospitality.com/cayuga-admin/make-sure-right-contingency-plans-place/ (Accessed: 20 May 2023).

EHL Insights (2023) What does a Hotel Manager do? Available at: https://hospitalityinsights.ehl.edu/what-does-hotel-manager-do (Accessed: 20 May 2023).

Hollander, J. (2023) What Does a Hotel Manager Do? Available at: https://hoteltechreport.com/news/hotel-manager (Accessed: 20 May 2023).

Lacalle, E. (2022) What are the roles and responsibilities of a General Manager in hotels? Available at: https://www.mews.com/en/blog/hotel-general-manager (Accessed: 20 May 2023).

National Careers (2023) Hotel Manager Available at: https://nationalcareers.service.gov.uk/job-profiles/hotel-manager (Accessed: 20 May 2023).

Revfine (2023) Hotel Operations Guide: Learn How to Run Your Hotel Successfully Available at: https://www.revfine.com/hotel-operations/ (Accessed: 20 May 2023).

Revinate (2023) Smooth And Simple: Hotel Management Tips Available at: https://www.revinate.com/blog/smooth-simple-hotel-management-tips/ (Accessed: 20 May 2023).

Target Jobs (2023) Hotel manager: job description Available at: https://targetjobs.co.uk/careers-advice/job-descriptions/hotel-manager-job-description (Accessed: 20 May 2023).






Reference list Component Three:

Arif, F. (2023) The importance of effective communication in Hotel Operations Available at: https://fetrian.com/the-importance-of-effective-communication-in-hotel-operations/ (Accessed: 22 May 2023).
Bardi, J. A. (2011) Hotel Front Office Management. New Jersey: John Wiley & Sons, Inc.
Coyne, E. and Hughes, K. (2022) 5 ways to improve hotel communications Available at: https://www.hotelmanagement.net/operate/5-ways-improve-hotel-communications (Accessed: 22 May 2023).
Ka Wai Lay, I. (2019) ‘Hotel image and reputation on building customer loyalty: An empirical study in Macau’, Journal of Hospitality and Tourism Management, Vol. 38, pp. 111-121. Available at: doi.org/10.1016/j.jhtm.2019.01.003 (Accessed: 22 May 2023).
Lai, I. K., Hitchcock, M., and Kim, M. J. (2018) ‘Service employee practices, psychological capital, and customer satisfaction: Evidence from the hotel industry’, International Journal of Contemporary Hospitality Management, 30(6), pp. 2291-2309.
Oracle (2023) What is a Hotel Property Management System (PMS)? Available at: https://www.oracle.com/uk/hospitality/what-is-hotel-pms/ (Accessed: 22 May 2023).
Sabel, T. (2014) Why is Hotel Reputation Management so important for hoteliers today? Available at: https://www.hospitalitynet.org/opinion/4067871.html (Accessed: 22 May 2023).
SiteMinder (2023) Your guest service framework: Why hotels need to focus on employee satisfaction and happiness Available at: https://www.siteminder.com/r/trends-advice/hotel-management/guest-service-staff-hotel-happy/ (Accessed: 22 May 2023).
Whatman, P. (2021) Reputation Management for Hotels: A Strategic Guide Available at: https://mention.com/en/blog/reputation-management-for-hotels/ (Accessed: 22 May 2023).
Xie, K. L., and  Wu, Y. (2018) ‘Staffing in hotels: An optimization model for managing labor demand and supply’, International Journal of Contemporary Hospitality Management, 30(6), pp. 2333-2351.

image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




