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Working at the front desk of a hotel can be both challenging and rewarding, needing a specific mix of talents and attributes in order to deliver outstanding service to visitors. Being the initial point of contact for hotel visitors, the front desk is crucial to the success of the hotel. In this article, I will describe the essential talents necessary to operate at the front desk, including communication, organisational, interpersonal, problem-solving, and technological skills. In addition, I will discuss the traits necessary for success in this position, including professionalism, attention to detail, flexibility, cultural sensitivity, and a positive attitude.

By evaluating these abilities and traits, we may gain a greater understanding of the responsibilities and benefits of working at the hotel front desk, as well as the significance of this position to the hotel's overall performance.

Communication Expertise
Communication is one of the most critical abilities necessary to operate at the front desk. Front desk employees must be able to successfully interact with visitors, co-workers, and other stakeholders. Good communication requires attentive listening, clear and concise speech, and the capacity to convey one's thoughts in a professional and kind manner (Haider, 2021). Front desk employees must be able to interact effectively in person and over the phone, as well as manage potentially challenging situations with tact and courtesy. As they will be needed to respond to emails, memos, and other written communications, they must also be excellent in writing and typing.

Organizational Skills
Front desk employees are responsible for a variety of duties, such as checking visitors in and out, managing room allocations, processing payments, and responding to inquiries. To accomplish this successfully, they must have superior organising abilities. This requires the ability to prioritise activities, manage time efficiently, and maintain correct visitor information, reservation, and billing records (Wai Lai, 2019). Also, front desk employees must be able to multitask, as they are frequently needed to perform many jobs simultaneously.

Interpersonal Skills
Hence, front desk employees must exhibit great interpersonal skills in order to connect with customers from a variety of backgrounds and cultures (Amor, 2017). They must be able to establish connection with visitors and make them feel at ease. While front desk staff must collaborate closely with other hotel departments, such as cleaning, maintenance, and food and beverage, they must also possess the ability to collaborate well with co-workers.

Problem-Solving Skills
Front desk employees must be able to think rapidly on their feet and handle problems efficiently. They must be able to recognise problems and respond to them promptly (Wai Lai, 2019). This needs both logical and creative thinking, as well as the ability to work cooperatively with co-workers to develop answers. Problem-solving abilities also include the capacity to maintain composure under pressure and to manage potentially challenging circumstances with poise and aplomb.

Technical Abilities
Front desk personnel must be adept in a variety of technological abilities, including the utilisation of hotel management software, point-of-sale systems, and other digital technologies (Mehdi et al., 2015). Also, they must be able to operate common office equipment including computers, printers, and telephones. Technical abilities can include the ability to troubleshoot and successfully address technological difficulties.

In addition to these essential abilities, other attributes are essential for working at the hotel front desk. They consist of:

Professionalism: Front desk employees must always maintain a professional tone, as they are frequently the initial point of contact for guests.

Attention to detail: Front desk employees must be attentive to detail since they must maintain correct records and an orderly work environment.

Adaptability: Front desk employees must be able to adjust to changing conditions and react swiftly to unforeseen situations.

Cultural Sensitivity: Front desk employees must have cultural sensitivity and be able to deal effectively with visitors from a variety of backgrounds and cultures.

Good Attitude: Front desk employees must keep a positive attitude, even under difficult circumstances, in order to foster a welcome and cheerful environment for customers (Amor, 2017).

In conclusion, working at the front desk of a hotel demands a wide range of talents and attributes, including communication, organisational, problem-solving, and technological abilities. Front desk personnel must be able to think on their feet, multitask well, and always have a professional and kind approach. In addition, they must have cultural sensitivity and be able to collaborate well with visitors from a variety of backgrounds and cultures. Front desk staff have the ability to deliver great service to hotel visitors and serve as the hotel's public face, making this a hard but also highly rewarding position. Everyone may learn the required abilities to thrive in this position and contribute to the success of their hotel with the proper training and experience.
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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?


	
I would study all hotel-supplied training materials to refresh my understanding of hotel policies, processes, and best practises.

	To prioritise my obligations and guarantee that all vital activities are accomplished, I would prepare a task list.
	By emphasising the guest experience, my approach guarantees that guests feel welcomed, cherished, and cared for, which is vital for the hotel's reputation (Wai Lai, 2019).
	The hotel might cross-train front desk employees and other staff members in critical management functions to guarantee that someone is always available to fill in for the manager while he or she is absent (Mehdi et al., 2015).

	
I would introduce myself to my co-workers and solicit their aid in managing any guest requests or problems.

	I would maintain a clean and organised workspace and ensure that all essential supplies are available.
	It promotes communication and collaboration: By routinely talking with co-workers and soliciting their opinion and feedback, my strategy ensures that everyone is working together to meet guests' needs successfully and efficiently.
	To ensure that essential workers, including the manager, can be reached in the case of an emergency or unanticipated absence, the hotel could compile an emergency contact list containing all pertinent contact information.

	
As this will be the first impression customers have of the hotel, I would ensure that I am dressed professionally and present myself in a nice and clean manner.

	I would maintain consistent communication with co-workers to ensure that everyone is on the same page and that all jobs are accomplished effectively.
	By adhering to set rules and criteria, my strategy guarantees that all visitors receive the same quality of service and reduces the likelihood of errors or omissions (Amor, 2017).
	In the absence of a manager, the hotel might develop clear standard operating procedures outlining the duties and responsibilities of all staff members. These processes may include measures for resolving visitor requirements, processing complaints, and making hotel-wide decisions.

	
I would welcome guests with a pleasant smile, make eye contact, and use their names whenever feasible to demonstrate my appreciation for their business.

	I would adhere to established protocols and rules to ensure service consistency and reduce the likelihood of errors or omissions.
	My plan ensures that operations operate well and guests are not inconvenienced by predicting potential problems or obstacles and taking proactive measures to prevent their occurrence.
	In the event of a manager's absence, the hotel might perform frequent training and communication sessions with the staff to ensure that they are aware of the contingency plan and understand their roles and responsibilities.

	
I would ensure that I have up-to-date information on the hotel's facilities, services, and surrounding attractions in order to respond to any inquiries from visitors.

	I would foresee possible problems or obstacles and take preventative measures to avoid their occurrence.
	My strategy guarantees that operations operate well and that clients receive timely, attentive service by keeping my work environment clean and tidy, remaining on top of my chores, and assessing my own performance.
	The hotel might use technological solutions, such as a mobile application or cloud-based platform, that allow employees to access vital information, connect with co-workers, and complete duties from any place (Mehdi et al., 2015).



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)


	
Hotels operate in a competitive and dynamic world; therefore, they require the necessary tools and systems to manage their operations. Hotel operations are managed via the property management system (PMS). This post will cover PMS in hotel operations' essentials.

Room inventory management is PMS's first essential feature. This involves tracking reservations, hotel assignments, and availability. Hotel personnel can quickly manage room inventory, update bookings, and check occupancy rates in real time with a powerful PMS, allowing them to make better educated decisions regarding room availability and pricing (Shin et al., 2019).

Moreover, guest profiles are PMS's second significant feature. This contains visitor information including name, address, contact info, preferences, and special requests. Hotels may provide personalised service and assure visitor satisfaction by tracking guest history and preferences using a PMS (Soo-Han Park et al., 2018).

PMS manages billing and payments. Generate invoices, track payments, and manage accounts receivable. Streamlining billing and payment using a PMS reduces mistakes and increases efficiency. PMS's fourth feature is front desk management. This covers front desk operations like check-ins and check-outs (Shin et al., 2019). A PMS helps hotels streamline front desk operations, lowering visitor wait times and increasing the guest experience.

Several considerations are also crucial when evaluating PMS in hotel operations. The system's simplicity of use, scalability, security, and interaction with other hotel systems are among them. A user-friendly, easy-to-learn PMS may help hotel personnel manage operations better, while a scalable system can grow with the property (Soo-Han Park et al., 2018). Hotels must also secure guest data from cyberattacks. Eventually, connection with other hotel systems including revenue management, sales will improve the efficiency.



	
Element 2 – Hotel reputation


	

Hotels' reputations are precious. A good reputation may draw new visitors, boost repeat business, and set the hotel apart. Yet, a bad reputation might hurt the hotel. This essay discusses the important factors of hotel reputation in hotel operations.

Guest pleasure determines hotel reputation. Guest happiness is a major factor in favourable evaluations and word-of-mouth recommendations for hotels. Hotels must provide excellent service, unique experiences, and high-quality amenities to satisfy guests. Hotels must promptly resolve guest complaints and difficulties.

Online reputation is second. Today, a hotel's internet reputation is crucial. Hotels need a user-friendly booking webpage. Hotels must also be active on TripAdvisor and Yelp and social media. Hotels may respond to visitor criticism, promote events, and highlight their unique features by actively maintaining their internet presence.

Hotel reputation's third factor is staff training. Hotel staff shape its reputation. Hotels must teach personnel to deliver excellent service (Hossny & ELtayeb, 2015). Customer service, communication, problem-solving, and hotel rules, processes, and best practises are covered (Amor, 2017). Moreover, hotels that participate in their communities might gain a positive reputation. Supporting local charity, community activities, and local companies and organisations are examples.

Other variables affect hotel reputation in operations, too. Price, brand, and quality management are examples. Hotels may improve their reputation and guest interactions by delivering reasonable pricing, a consistent brand image, and high-quality standards throughout the property.



	
Element 3 - Communication 


	
Each hotel needs good communication. Hotel stakeholders—guests, workers, management, and other departments—communicate. We shall examine hotel communication essentials in this essay.

Hotel operations begin with clear and simple message. This entails presenting information in a clear and relevant manner. Marketing, promotions, corporate communications, and guest-facing products like brochures and menus require clear wording.

Hotel operations need active listening. Active listening means knowing visitor and employee needs. Hotels can rapidly resolve conflicts and strengthen relationships with customers and employees through listening (Amor, 2017).

Honesty is fundamental to hotel communication. Honest communication requires accurate and timely information for all parties. This includes communicating hotel regulations and updates that may affect customers or workers (Amor, 2017). Furthermore, information needs efficient communication methods. Email, phone, text, social media, and in-person encounters are included.

Other variables affect hotel communication, too. Training, technology, and cultural awareness. Hotels may teach personnel to interact well with visitors and co-workers. Hotels may improve communication and cooperation across all departments by using mobile applications or cloud-based systems (Hossny & ELtayeb, 2015). Lastly, hotels may increase visitor contact with other cultures by increasing cultural knowledge and understanding.


	
Element 4 - Staffing 


	
Hotel staffing is crucial. The hotel sector relies on guest-facing staff to run smoothly. We shall examine hotel staffing essentials in this essay.

Hotel staffing begins with recruitment. Recruiting involves finding the best individuals for open vacancies. Effective recruitment entails attracting different individuals, analysing their abilities and qualifications, and making educated hiring decisions (Murad Miah & Hafit, 2020).

Hotel personnel training and development is the second most important factor. To guarantee staff members can execute their jobs well, they must be trained and developed after hiring. This includes guest service, communication, hotel policies, and other essential skills (Haider, 2021).

Furthermore, performance management rounds out hotel workforce. Performance management entails communicating expectations, coaching, and rewarding employees. Performance management may encourage, engage, and devote personnel to providing excellent service (Murad Miah & Hafit, 2020).

Employee involvement is also an important factor. Employee engagement involves creating a positive work environment, allowing employees to give feedback, and rewarding their accomplishments. Hotels may increase staff morale, turnover, and visitor experience by encouraging employee involvement.

Other variables affect hotel staffing, too. Schedules, staffing, benefits, and cultural awareness are examples. Hotels can satisfy guest expectations by staffing appropriately and optimising schedules. Hotels can retain top talent by offering competitive pay and perks. Finally, by developing cultural awareness and empathy, hotels can help staff converse with customers from varied origins and cultures.
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