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Introduction: 
Front Desk Skills are skill sets used by individuals in an office or customer service setting. It includes magnificent communication skills, good telephone manners, clear speech, and the ability to be calm and organized. Receptionists at hotels usually interact with guests on their arrival, leaving and stay. Hotel front desk employee represents the image of the hotel and creates a good impression or reputation of the company, which results in increased customer satisfaction.
Essential Skills Required For Hotel Front Desk: 
Gaining skills at the front desk hotel can improve confidence and increase employability. Many hotels require these kinds of skills which understand the importance of customer satisfaction. Following are the skills necessary to work at the front hotel desk, such as communication, technical, organization, problem-solving, teamwork, patience and adaptability (Shin, 2019). Communication skills are the primary skills required for a front desk employee because if they contain strong communication skills, it will help them to interact with customers more nicely and patiently over the phone and in person as well. Technical skills are also required to work on computers, for instance, using software and other systems, which will help them in doing transactions between the company and the customers (Chalupa, 2021). Organizational skills help the employee to perform their work in an organized way, such as greeting customers, answering the phone and solving the problems of the guests. 
Problem-solving skills help the employee to solve the problem more efficiently, which will provide customers with a good experience. Teamwork skills help the employee to collaborate with managers, hotel staff and other coworkers (Bardi, 2021). While working at a Hotel front desk, patience acts as a central element because it helps employees in dealing with and handles pressure in challenging situations. Receptionists are highly adaptable when changing the schedule of work. 
Industry examples/experience in the UK: 
Novotel London West Hotel provides receptionists jobs in which they are required to assist the guests with any queries they may have during the stay and look after guests' check-in and check-out, and make sure that employee should collaborate with other departments in order to provide excellent customer experience. Four-season hotels in London assist front desk receptionist jobs in which they are required to coordinate, oversee and accomplish all related operations. The employees will be responsible for welcoming guests, room allocations and unique preferences. They also offer an excellent salary package and a 5% bonus every year for the employees. They also provide training and career development opportunities to the employees and free healthy meals during duty: free life insurance, free uniform dry cleaning, access to wage streams and employee recognition programs. Rosewood Hotel provides 28 days of paid holidays, free meals on duty, career opportunities, season ticket loans, and a company pension scheme to the receptionist employees. 
Reflection: 
The job of a receptionist is challenging and engaging. This job requires some highly professional people who are good at communicating. Every hotel's image entirely depends upon the work and behaviour of employees as receptionists are the front face of the company, so the gesture of these employees matters a lot. 
I once experienced a receptionist at a different organization who was extremely polite and welcoming towards their guests. Every time I visited, I experienced the same positive behaviour from her. Good receptionists always listen and guide their customers smoothly. They are efficient in solving problems and answering customers' questions effectively. Receptionists should be attentive and pleasant because they are the first point of contact in a business and have a responsibility to provide excellent customer care. Their multi-tasking ability helps the other employees to stay on track and run the business smoothly.
Importance of hotel front desk in the hospitality industry of the UK 
The hotel's front desk in the hospitality industry of the UK requires the employees to provide an ideal guest experience as well as handle the data like guests' information. Proper organization, staffing and training are the soft skills required for its smooth operation (Martin, 2020). Front desk employee is the first point of contact for your customers which can also value the productivity of the company. Front desk professionals can help in developing sustainability, and efficiency, quick response to guests, and attending to guests' requirements will help in creating a good image of the hotel in front of customers, which will lead to the productivity of the company in future (Park, 2021). Hotel front desk employees are the brand ambassador of the company that people have contact with when coming into the company office or calling up for any meeting for information. Any client when enters the hotel, their initial experience depends upon interaction with the receptionists, which can be advantageous for the company.
Conclusion 
Receptionists are someone who receives guests, communicate with them and provide information to clients and visitors. The receptionists are the bridge between the parties and guests. The receptionists can determine the current situation and image of the company. They are the source of knowledge that can handle and guide customers smoothly.
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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 first focus on the welcome of guests when they arrive; the guests feel happy when they get a friendly welcome and display. 

	When I am in charge of the front desk, I will keep a check and balance on the check-in and check-out of guests. I will focus on room allocations and cleanliness as this will attract guests the most.  

	I will focus on time management and efficient services instead of consuming time on extra activities. The plan will work out as I run operations on track as well as focus on the satisfaction of customers. 
	I will work on a training plan that relates to the knowledge and responsibilities of a front desk associate. 

	All the staff must be well-dressed and professionally behave in front of guests. 

	I will ensure that all the staff members are appropriately dressed and represent the unified code of the hotel. With a neat and tidy appearance, I will portray a professional environment and maintain efficient guest service. 
	To make the plan effective, I will first ensure open collaboration with staff members. The program will be effective, as guest satisfaction and operational efficiency directly relate to the services they take in the hotel. 
	I will focus on clear communication with the use of different channels. 

	To ensure the hotel's reputation, I keep knowledgeable regarding the services and amenities. I also learned what local attractions services are offered to the guests. 
	The major duty of the front desk associate is to update himself about the services of the hotel. I will communicate with different departments to keep updated about the unique or exceptional benefits of the hotel.   
	The plan is effective as it helps in acknowledging the services and amenities and delivering appropriate knowledge and information to the guest. 
	I will focus on documented procedures, as the paper entails all the necessary information related to the services and amenities of the respected hotel, which will help other people in future as well. 

	For the front desk, it is critically important to ensure cleanliness all around the front area and other departments as well. 
	To ensure this step, I will focus on a proper reservation system and a constant record-keeping strategy. 
	The effectiveness of this plan is that the reputation of the hotel reflects by the way in which guests receive cleanliness services, especially near the desk area. 
	For this plan, training is the best method. As staff members need proper training related to cleanliness and hygiene, take care of the guests. 

	For a front desk associate, it is important to take sufficient steps to solve issues and problems that arise with any guest. 
	I will take initiatives and strategies related to problem-solving and try to take proactive steps to manage guests' complaints and solve situations calmly. 
	The plan is effective as the chances of problems for front desk associate is common. Hence, it is important to find out ways that assess the situation on time and consult with guests efficiently. 
	I will focus on program management in order to deal with the complaints of guests and avoid instant and harsh reactions to them. 





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)


	
Considering the property management system for hotel operations, the elements that are required for management to operate effectively. A robust property management system has complete reservations regarding management capabilities. It includes the booking of rooms online and checking the availability of rooms. A productive PMS should simplify front desk operations. It allows staff to work efficiently for smooth check-ins. The PMS has to facilitate the way of communication between housekeeping and other departments. It orders team to keep checking room cleaning progress and timely maintain rooms for guests. It is providing a focus on a guest database that holds details of the guest, their phone number, preferences and history of their stay. This database will help staff customize the room according to guest demands and will help in building a strong relationship between guests and the hotel (Gürlek, 2021). A property system has to make a powerful accounting system to manage their online payment transactions with different accounting software. It has to provide proper reporting and decision-making about the revenues and expenses. The hotel’s property management system should have the capacity to combine with other hotels in the industry. In today’s world, a PMS having the functionality to use mobile is in high demand. It helps the hotel’s staff to use the features, helping them in providing good customer service and responding to requests or quests efficiently. Security of data is important in PMS; it should be strong enough to protect the guest's sensitive data. PMS should be capable of helping the hotel in converting from small to large hotels. It should be super convenient to customize the requirement of every hotel (Khan, 2021). 




	
Element 2 – Hotel Reputation


	

While taking into consideration about hotel's reputation for operation in the hotel, there are different elements required for maintaining the strong reputation of the hotel. Hotels should provide amazing quality is key to making a good reputation. Hotels should start prioritizing customer satisfaction by giving customized delivery, and quick services, including online reservations and housekeeping services. Hotels should provide mind-blowing experiences by offering different facilities and unique services that will enhance their stay at the hotel (Latif, 2020). Staff should be well organized and trained that have complete knowledge about customer service. Giving regular training to the staff will increase the hotel's reputation as employees will show professionalism and communication capabilities to cater for the customers and welcome them with good gestures in the hotel. Living in today's world, where technology is super-fast, people rely on social media for everything they want to experience. Online review has a huge effect on a hotel's reputation, and continuous feedback from a customer can build trust among other people and help in growing a hotel's reputation. Communication of the staff is important as it resolves a lot of issues of customers. Hotels should give proper and correct information regarding the services they are providing to guests as it gains the trust of the customers. Maintaining Unity in all operations of the hotel makes a positive impact on the hotel's reputation. It includes quality of the service, pricing and customer experience. Effective management of the crisis is important to protect the reputation of the hotel during hard times (Marneros, 2020). Trained employees can handle any unexpected situations and help maintain the trust of the hotel among guests. Keeping these elements in mind will help in hotels' reputation in the hotel industry.




	
Element 3 - Communication 


	Communication also plays a vital role in hotel operations. Communication should be very brief and precise; staff should avoid any misunderstanding and confusion. Conversation should be easily understood by all the guests. Appropriate communication is necessary in the hotel industry. Responses should be immediate; coordination should be efficient. It is essential to use proper channels and relevant communication. The hotel should offer all types of communication processes according to the demands of customers. Hotels with different capabilities play a prominent role in touch that is effective. Employees should be able to communicate in other languages to ensure the convenience of guests. Communication is always from both sides; hotel employees should carefully listen to the demands of the customers. This will help staff in finding the proper solutions to guests' problems. Hotels should introduce clear and proper standards to ensure clarity of communication between different departments. Specific guidelines should be followed to stop miscommunication between clients and staff of a hotel. Hotel employees should be provided effective training on techniques of communication with guests. Customer service skills must be included in the training. Courses about communication should be done on a regular basis for staff to improve their communication skills. To improve communication, feedback should be available so that staff members can get motivated to the excellent services and improve more. In any emergency situation, communication becomes more important. By implementing these elements of communication, hotels will have better experiences with guests and will have a good and productive employee environment. 






	
Element 4 - Staffing 


	Staff is a very important part of hotel operations. The role of each staff is important; clearly defining the responsibilities and job description of the staff helps in having any confusion and promotes more productivity. The description of jobs should be defined in a good way that will define the required skills for the staff needed in the hotel and the responsibilities of each employee. Implementing the recruitment process is effective in attracting qualified candidates (Shin, 2019). Advertising for available vacancies should provide clear information about the job description. Hotels should provide training to provide staff required skills and their roles. This also includes the process of hiring for different departments. Training should include customer service, communication and solving problems (Yoong, 2019). Hotels should teach their staff about maintaining a healthy work life and making decisions on the spot. By using these elements, the hotel will get an amazing response and a positive reputation for the hotel will be formed.  
	








		Word Count
	



References 
Bardi, J. A. (2021). Hotel-Front-Office-Management.
Chalupa, S., & Chadt, K. (2021). The Perception of Soft Skills and Their Training at Hotel Front–Office in Connection to CoVid-19 Pandemics. TEM Journal, 10(2), 517.
Gürlek, M., 2021. Effects of high-performance work systems (HPWSs) on intellectual capital, organizational ambidexterity and knowledge absorptive capacity: evidence from the hotel industry. Journal of Hospitality Marketing & Management, 30(1), pp.38-70.
Khan, A.N., Khan, N.A. and Bodla, A.A., 2021. The after-shock effects of high-performers turnover in the hotel industry: a multi-level study. International Journal of Contemporary Hospitality Management, 33(10), pp.3277-3295.
Latif, K.F., Pérez, A. and Sahibzada, U.F., 2020. Corporate social responsibility (CSR) and customer loyalty in the hotel industry: A cross-country study. International Journal of Hospitality Management, 89, p.102565.
Marneros, S., Papageorgiou, G. and Efstathiades, A., 2020. We are identifying key success competencies for the hospitality industry: The perspectives of professionals. Journal of Teaching in Travel & Tourism, 20(4), pp.237-261.
Martín, J. C., Rudchenko, V., & Sánchez-Rebull, M. V. (2020). The role of nationality and hotel class on guests’ satisfaction. A fuzzy-TOPSIS approach was applied in Saint Petersburg. Administrative Sciences, 10(3), 68.
Moreno, P. and Tejada, P., 2019. I was reviewing the progress of information and communication technology in the restaurant industry. Journal of Hospitality and Tourism Technology, 10(4), pp.673-688.
Nikolskaya, E., Galkin, D., Kovaleva, N., Feoktistov, S. and Tretyak, E., 2022. Staffing Formation in the Hospitality Industry. Anais Brasileiros de Estudos Turísticos.
Park, K. H., & Kim, D. K. (2021). Understanding the relationships among emotional exhaustion, job satisfaction, and emotional intelligence of hotel front desk employees. Asia Pacific Journal of Tourism Research, 26(5), 504-515.
Shin, H., Perdue, R. R., & Kang, J. (2019). Front desk technology innovation in hotels: A managerial perspective. Tourism Management, 74, 310-318.
Shin, H., Perdue, R.R. and Kang, J., 2019. Front desk technology innovation in hotels: A managerial perspective. Tourism Management, 74, pp.310-318.
Yoong, L.C. and Lian, S.B., 2019. Customer engagement in social media and purchase intentions in the hotel industry. International Journal of academic research in Business and social sciences, 9(1), pp.54-68.

image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




