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The hotel front desk serves as the primary point of contact for guests, making it a crucial department within any hotel. This journal article aims to identify and discuss the key skills that are vital for professionals working on the hotel front desk. Based on personal experiences gained during placement work at Premier Inn London Roan Newbury, where interactions with guests, supervisors, and colleagues provided valuable insights into the key skills to work on the hotel front desk.
Prior studies have highlighted several skills necessary for success in the hospitality industry, including communication, problem-solving, and customer service. For instance, Smith (2017) emphasized the significance of effective communication in managing guest inquiries and requests promptly. Johnson (2019) identified problem-solving skills as essential for handling various challenges encountered at the front desk. Additionally, customer service skills were found to be crucial for creating positive guest experiences (Brown, Thomas & Bosselman, 2015).
Placement work during 10 weeks of internship at Premier Inn, included but not limited to attending to guest needs, managing check-ins and check-outs, handling inquiries and complaints and also had the chance to coordinate with other hotel departments. Throughout the placement interactions with front desk professionals, supervisors, and guests, provided first hand experiences and insights into the skills required for this role.
Park and Kim (2021). Emotional intelligence is one of the soft skills which are a must to have as a Front desk staff. By encountering numerous situations where effective situation analysis, is needed and played a major role in providing exceptional service to guests. For instance, when handling guest inquiries or requests, the importance of actively listening to their needs and concerns where crucial. Theoretical knowledge of communication techniques, such as paraphrasing and clarifying, front desk staff are able to ensure that the guest request is fully understood and provide appropriate solutions promptly. This not only enhanced guest satisfaction but also contributed to the overall positive reputation of the hotel.
Effective communication is essential for a hotel front desk professional to interact with guests from diverse backgrounds. The ability to communicate clearly, both verbally and in writing, helps in understanding guest needs and addressing their concerns promptly. Clear communication of hotel policies and procedures helped to avoid misunderstandings and conflicts. Conveying important information and instructions to guests includes: informing guests about hotel policies, amenities, and local attractions, as well as providing directions and recommendations. Clear and concise communication ensures that guests have all the necessary information to make informed decisions and have a pleasant stay. Effective communication is vital for ensuring customer satisfaction, increasing sales, and avoiding misunderstandings or negative experiences, Clear and accurate communication of customer’s needs is particularly important, as it ensures the safety and well-being of customers with specific requirements (Petty, 2023).
  Active listening skills facilitate accurate interpretation of guest requirements and ensure that appropriate solutions are provided.
The hotel front desk often encounters various challenges and unexpected situations. Possessing strong problem-solving skills enables professionals to handle guest complaints, resolve conflicts, and find suitable solutions to meet guest expectations (Johnson, 2019). Adapting quickly to changing circumstances and utilizing resources efficiently are key aspects of problem-solving in this role.
Problem-solving skills were crucial in addressing various challenges that may rise at the hotel front desk. Theoretical knowledge regarding problem-solving frameworks and techniques allows reception staff to approach issues systematically and find effective solutions. For example, when faced with a guest complaint, Utilising knowledge of conflict resolution strategies to calmly address the issue, empathize with the guest, and find a suitable resolution. This practical application of theoretical knowledge not only resolved the immediate problem but also contributed to the overall guest experience and satisfaction.
Delivering exceptional customer service is crucial for creating positive guest experiences and maintaining guest loyalty. Front desk professionals have to be friendly, empathetic, and patient while addressing guest needs and concerns (Brown, 2018). Developing a customer-centric mindset helps in exceeding guest expectations and building a positive reputation for the hotel.
Based on my personal experience gained during placement, it was evident to me that effective communication, problem-solving, and customer service skills are essential competencies for excelling in the role of working on the hotel front desk. Working in the hospitality industry has highlighted the practical application of my theoretical knowledge. Developing the key skills required for working on the hotel front desk such as effective communication, problem-solving, and customer service skills were not only theoretical concepts but also crucial competencies that played a fundamental role in delivering exceptional service to guests. By doing so I gained a deeper understanding of its importance in the context of the hospitality industry, ultimately contributing to my personal and professional growth in this field.
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Component Two:
Contribution to Overall Module Assessment: s
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?


	Familiarise myself with hotel policies: I would review the hotel's policies and procedures, including check-in/check-out processes, reservation handling, and any specific guidelines for guest interactions.
	Being familiar with the hotel policy would give me confidence in doing the right thing and reducing mistakes. Offering the information and managing the guest needs and requirement effectively.
	This will help me provide accurate information to guests and ensure a smooth experience.
	I would suggest in the future the hotel policy being the first thing a new employer learn before first day.

	Dress professionally and maintain a welcoming attitude: I would ensure that I am dressed appropriately in accordance with the hotel's standards. And will try my best to upsell for the hotel and for the sister company to prevent customers going into competitor’s restaurants by offering to book them in for dinner.

	By creating a good image of the first contact person, I would greet guests with a warm smile, make eye contact, and use positive body language to create a welcoming atmosphere. First and last impression are the most important.
	This attitude will open up clients to smile back and start out interactions with positivity. Creating a good relationship at first contact can help increasing positive reviews and generate upselling for the hotel or partner company for example the restaurant. This can be archived by a positive interaction offering the guest to book a table and suggesting the restaurant gets so busy, they may not get one without a booking. People likely turn up if they prebook this will increase the selling in the restaurant instead of losing customers to competitor restaurants. If customers not interested in eating they will not book a table at all.
	In the future I would make sure to look professional as a front desk associate being the image of the company is essential.

	Provide excellent customer service and ensure check in check out is running smoothly, Also handling complains and reviews in a professional manner
	I would help with, providing information about hotel amenities and local attractions, and be attentive to their requests throughout their stay.
	I would prioritize guest satisfaction by actively listening to their needs and addressing any concerns promptly and professionally.
	Ongoing training on customer service to refresh and learn new techniques to please guest to ensure great reputation.

	Display good communication skills.
	I would speak clearly and confidently, using appropriate language and tone of voice.
	I would actively listen to guests inquiries, ensuring that I understand their needs and respond accurately and courteously.
	Follow up training in active listening, Body language reading and anticipation of guest needs would help recognise sign of happiness, uneasiness thid can help to reduce negative experience in customers.

	Maintain a clean and organized front desk area:

	I would ensure that the front desk area is tidy, organized, and visually appealing.
	Keeping the counter free of clutter, having necessary documents readily available, and displaying any promotional materials or brochures neatly.
	I Would ensure to clean and maintain regularly in case of a busy time not having to worry about brochures or cleanliness. 



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)


	
Property management systems (PMS) play a vital role in the hospitality industry, revolutionising the way hotels and other establishments manage their operations. A PMS is a software application that integrates various functions and processes involved in property management, including reservations, guest services, inventory control, and financial management. The implementation of a PMS brings several benefits to hospitality establishments, enhancing operational efficiency and improving guest experiences (M2 Communications, 2016).
PMS enables hotels and resorts to efficiently manage bookings, check-ins, check-outs, and guest requests (Pavia et all 2022). Correctly integrated PMS facilitates seamless communication between front office staff, housekeeping, and other departments, leading to a smoother guest experience. Real-time availability updates provided by PMS allow staff to make accurate reservations and prevent overbooking, which helps minimising errors and ensuring guest satisfaction (Ivanov 2014). This data-driven approach allows hotels to tailor promotional campaigns, loyalty programs, and service offerings to meet specific guest needs. Moreover, PMS generates comprehensive reports on key performance indicators (KPIs) such as occupancy rates, revenue, and guest satisfaction scores. These reports empower property managers to evaluate performance, identify trends, and make informed operational decisions (Wang et al., 2020). The integration of PMS with business intelligence tools enables advanced data analytics and forecasting, enhancing revenue management strategies (Wang 2019). By leveraging the capabilities of PMS, hospitality establishments can optimise their operations, deliver exceptional guest experiences, and make data-driven decisions to achieve success in a competitive industry.



	
Element 2 – Hotel reputation


	
Building and maintaining a positive reputation is crucial for the success of any hotel. A hotel's reputation can significantly impact its occupancy rates, guest satisfaction, and overall profitability. Several key elements contribute to establishing a strong and favourable reputation for a hotel (Boley 2020).
Meeting and exceeding guest expectations through personalised service, attentive staff, comfortable accommodations, and prompt resolution of any issues or concerns is vital for a positive reputation.
Consistently delivering high-quality services is essential. This includes maintaining cleanliness, ensuring efficient and friendly front desk operations, providing well-prepared and delicious meals, and offering a range of amenities that meet guest needs and preferences.
With the prevalence of online platforms and review websites, guest reviews and ratings have a significant impact on a hotel's reputation. Encouraging guests to provide feedback and promptly responding to both positive and negative reviews demonstrate a commitment to guest satisfaction and allows the hotel to address any issues.
Establishing a strong brand identity and effectively promoting it through various marketing channels is crucial for reputation management. Consistent branding across all touchpoints, including website, social media, and advertising, helps build recognition and trust among potential guests.
Industry example is Hyde Suites Midtown Miami (2023) has achieved an impressive ranking as the number one hotel on TripAdvisor (2023). The hotel has established a strong reputation among its guests. Their commitment to reputation management is evident in its proactive approach to responding to guest reviews.

	
Element 3 - Communication 


	In the hospitality industry, effective communication is crucial for delivering exceptional customer service and maintaining smooth operations. Several key elements are essential to ensure effective communication within a hospitality such as Technology. With advancements in technology, various communication tools have become essential in the hospitality industry. Digital communication plays an increasingly significant role in hospitality communication. From reservation systems and guest messaging platforms to digital signature’s and communication devices, utilizing appropriate technology effectively can streamline communication processes and enhance efficiency. In hospitality, conflicts may arise between guests, team members, or even with suppliers.
 Clear and calm communication, empathy, and problem-solving skills are essential in resolving conflicts while maintaining positive guest experiences. This helps the ability to handle conflicts effectively, listening to all parties involved, and finding mutually agreeable solutions is critical.
 Written communication is crucial for conveying information in a clear and consistent manner. It includes emails, memos, signature’s, menus, room service orders, and reservation confirmations. Accuracy, grammar, and professional language are important to avoid misunderstandings or confusion. Concise verbal communication is crucial in hospitality. Staff members need to be able to effectively convey information, instructions, and greetings to guests, as well as communicate with their colleagues. It includes greeting guests, taking orders, answering queries, providing directions, and resolving issues promptly and professionally.
Providing employees with communication training, constructive feedback, and opportunities for improvement can help them develop strong communication skills, leading to enhanced guest satisfaction (IHL Hospitality Business School Switzerland, 2023).

	
Element 4 - Staffing 


	Staffing is a critical aspect of the hospitality industry as the performance and service quality of employees directly impact guest satisfaction and overall success.
The process of recruiting and selecting the right employees is crucial. Hospitality establishments should have well-defined job descriptions and requirements to attract candidates with the necessary skills, qualifications, and experience. Effective recruitment strategies, such as advertising job openings, utilizing online job portals, conducting interviews, and reference checks, help in selecting the most suitable candidates (Cambell, 2021).
In order to retain staff in hospitality business keeping employees engaged and motivated is crucial for their job satisfaction and productivity. Establishments should foster a positive work culture that recognises and rewards employees for their efforts and achievements. Employee engagement initiatives such as team-building activities, staff recognition programs, and opportunities for growth and advancement help create a supportive and fulfilling work environment.
Retaining talented and skilled employees is crucial for maintaining service quality and minimising turnover costs. Hospitality establishments should focus on creating a positive work environment, offering competitive compensation and benefits, providing opportunities for advancement, and promoting work-life balance. Recognising and valuing employee’s contributions and fostering a sense of belonging can significantly improve employee retention (Herrity, 2023).
These key elements regarding staffing in hospitality establishments can attract, develop, engage, and retain a skilled and motivated workforce. A well-staffed and well-trained team contributes to excellent guest experiences, efficient operations, and overall success in the hospitality industry.
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