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The lecture is about “key skills required to work on the hotel front desk” which is 
the heart of the hotel, the reception, sells rooms, and maintains a balanced guest account. This is completed daily by the night auditor. The front desk should always be responsive to guest needs by providing services such as mailing, faxing, and messaging. (Walker and Walker,2012)
The main responsibility of the front desk department is to exceed guest expectations from check-in to check-out, answer questions and manage other services. Provides local and hotel information management. People kept approaching reception with questions. The front desk staff should be familiar with the various hotel operations. The size, layout, and staffing of the front desk vary depending on the size of the hotel. (Walker,2021)
A front desk operation's most crucial duties are communication and accountancy. Good communication with customers, staff, and other hotel departments is critical to projecting a welcoming image. Responding to guest inquiries about hotel services, requests from marketing and sales departments for information about guest room availability, and inquiries from housekeeping departments about guest reservations are just a few of the routine tasks that a hotel receptionist performs almost constantly in its role as a communications hub. (Bardi,2002)
Listening is one of the essential skills for success in the hotel front office. A survey of hotel managers found that listening is important to new hires as they aim to make a positive first impression and align with the values ​​and priorities of their manager, department, and company. The most important skills are paying attention, understanding the message, understanding the speaker, and remembering what was said. (Sturman, Corgel and Verma, 2011)
Hotel front office employees are required to be able to present themselves well in front of the customers.  In a national survey of skills demand in hotels, 85 percent of employers said that the personal expression and appearance of their employees are very important. Aesthetic skills have become an important component of skills that matters. (Warhurst and Nickson,2001) Receptionists are always in the public eye and are often the first people to serve customers for an accommodation establishment. Their attitudes and behaviors greatly influence the public's impression of the organization. And as such, they must always be polite and helpful. (Vallen and Vallen, 2014)
 Ideally, successful FOMs have demonstrated empathy skills, a negative aspect being that the front office acts as a lightning rod for customer complaints. Handling complaints can be one of the hardest jobs for front desk staff, especially given the frequency and sometimes intensity of customer complaints and expectations. (Rutherford and O’fallon, 2007)
 Briggs et al. (2007) said that hotel guests expect helpful, friendly, and attentive service. These expectations include not only the knowledge of tourism workers but also the very personal relationships that workers form with tourists. The quality of these relationships is reflected in the efforts of the professionals to tailor their appearance to the client's expectations. To encourage these relationships, many travel agencies set very clear standards of appearance that they expect their employees to adhere to. (As cited Knežević et al.,2015)
From this lecture, I have learned that the front desk of a hotel requires many different skills to make sure guests have a pleasant experience at the hotel. Important skills for hotel workers are the ability to communicate with guests and staff, the ability to think creatively, develop a service orientation, overall quality management, identify and solve problems and listen. Also, working as a manager at KFC Restaurants, I noticed that, just like in the food industry, things don't always go according to plan. Sometimes some things fail, or tasks need to be put aside. The ability to be patient in any situation, no matter how stressful, is an asset, especially if you work in a busy industry. If you are patient and a problem appears, you can easily start working on a solution. At my workplace sometimes I must deal with unhappy customers or complaints and according to my research, I learned that is very important to listen to customers’ concerns and try to help them and fix their problems. 
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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?


	As the front desk associate, I will focus on guest service.
	I will increase guest satisfaction scores
	I will provide Effective social skills
	I will be clear on my expectations for coaching and feedback

	
I will set standards and I will attend to guests’ needs 

	I will ensure the tasks and responsibilities associated with each job
	I will conduct and take control of whatever needs to be done to carry out my goals and objectives
	I will be organized and communicate with the team and I will ensure that everyone has a basic understanding of each department's responsibilities.

	
Effectively handle complaints: If a guest has a complaint, I will listen carefully, truly apologize, and provide solutions to the problem.
	I will closely monitor the hotel's reservations and room availability to prevent double appointments or overbooking, which might result in unsatisfied guests.
	I will train my employees and give them the necessary information to perform their jobs.
	Empowering employees to act requires them to understand what they can and cannot be done. Supplementing training with guidelines like this structure the procedure. Training must include which issues must be referred to and what to do if the next management level is not available.

	
Personal observation by monitoring subordinates to make sure things are done right.

	I will make sure that every customer has a good time which is critical for the hotel’s reputation
	I will coordinate every single talent, skill, propensity, and personality into a successful team
	I will ensure my teams have clear outlines that cover the parameters and expectations of their assignments

	I will ensure cleaning procedures are followed ensuring that the hotel's facilities are functional.
	I will coordinate diverse organizational tasks
	Team members set their own goals with their supervisor, and timetables are assigned for accomplishing those goals.
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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 solution that hotels use to manage their daily operations and activities. The key elements required by a hotel for a PMS include:
Reservation management: The PMS should have the ability to manage reservations and bookings for the hotel, including online bookings, walk-in reservations, and group bookings. It should also have the ability to manage room inventory and availability. (Kandampully et al, 2018).
Front Desk Management: The PMS should allow front desk staff to check in and check-out guests, manage guest accounts and payments and handle guest requests and complaints. (Jone et al, 2016).
Housekeeping Management: The PMS should provide housekeeping staff with the ability to manage room status, track guest requests, and schedule cleaning tasks. (Lin et al, 2020).
Billing and Accounting: The PMS should provide hotel management with tools for managing accounting and billing tasks, including generating invoices, managing payments and deposits, and tracking expenses and revenue. (Gomezelj, 2016)
Reporting and Analytics: The PMS should provide reporting and analytics tools to hotel management to help them track occupancy rates, revenue, and other key performance indicators (KPIs). (Ali et al, 2018).
Integration with other systems: The PMS should be able to integrate with other hotel systems, such as point of sale (POS) systems, customer relationship management (CRM) software, and revenue management systems, to streamline operations and improve efficiency. (Lin et al, 2020).
Data security: The PMS should have robust security measures in place to protect guest information and other sensitive data. (Gomezelj, 2016)
Cloudbeds is a cloud-based PMS that has gained popularity among small and medium-sized hotels (Cloudbeds, 2022). The platform offers features such as online booking, inventory management, and billing and invoicing.






	
Element 2 – Hotel Reputation


	
The key elements required by a hotel for managing its reputation include:
Guest Satisfaction: The most important factor in managing a hotel's reputation is guest satisfaction. The hotel should focus on providing excellent customer service, meeting and exceeding guest expectations, and addressing guest complaints promptly and effectively. (Biswas-Diener et al, 2019).   
Online Reviews: Online reviews are a critical component of a hotel's reputation. The hotel should monitor and respond to reviews on popular review sites like TripAdvisor, Yelp, and Google. Responding to negative reviews in a professional and helpful manner can help mitigate the damage and show potential guests that the hotel cares about guest feedback. (Chan et al, 2016).   
Social Media Presence: The hotel should actively post on social media, respond to comments and messages, and use social media to promote positive reviews. (Ali et al, 2018).   
Reputation Management Tools: There are many reputation management tools available that can help hotels monitor and manage their online reputation. These tools can help hotels track online reviews, monitor social media mentions, and respond to guest feedback in a timely and effective manner. (Kandampully et al, 2018)
Employee Training: Hotel employees play a crucial role in maintaining a positive reputation. The hotel should provide regular training and education to employees on topics such as customer service, communication, and conflict resolution. (Chan et al, 2016).   
Quality Assurance: The hotel should have a robust quality assurance program in place to ensure that all aspects of the guest experience are up to the hotel's standards. This can include regular inspections, mystery shopping, and guest feedback surveys. (Biswas-Diener et al, 2019). The Ritz-Carlton is known for its exceptional reputation and has consistently been ranked among the top luxury hotels in the world (Travel + Leisure, 2021).









	
Element 3 - Communication 


	

The key elements required by a hotel for communication include: (Kuo et al, 2017).   
Clear Communication Channels: The hotel should have clear and efficient communication channels between different departments and staff members. This can include a phone system, intercoms, messaging systems, and email. (Cavallar, 2017)
Guest Communication: The hotel should have various ways to communicate with guests, including in-person, over the phone, and through email. Guests should be able to easily communicate their needs and concerns to hotel staff, and staff should be able to provide prompt and helpful responses. (Biswas-Diener et al, 2019).   
Multilingual Communication: In today's global marketplace, hotels often serve guests from diverse backgrounds who speak different languages. The hotel should have staff members who can speak multiple languages and offer translation services for guests who don't speak the local language. (Boella et al, 2019).   
Crisis Communication: In the event of an emergency, the hotel should have a clear plan for communicating with staff and guests. This can include an emergency response team, procedures for evacuating the building, and a system for communicating updates and instructions to staff and guests. (Cavallar, 2017)
Digital Communication: The hotel should have a strong digital presence and use technology to communicate with guests. This can include a mobile app that allows guests to make reservations, check-in and check-out, and access information about the hotel. (Kuo et al, 2017).   
Internal Communication: The hotel should have regular meetings and channels of communication between management and staff members to ensure everyone is on the same page and working together to meet the hotel's goals. (Boella et al, 2019).  
The Four Seasons Hotels and Resorts are known for their personalized service and effective communication with guests (Four Seasons, 2022). 








	
Element 4 - Staffing 


	
	
Well-trained and motivated staffs are essential for the success of any hotel. The key elements required by a hotel for staffing include:
Recruitment: The hotel should have a clear recruitment process that attracts and identifies potential candidates who are a good fit for the hotel's culture and values. This can include job postings, job fairs, and employee referrals. (Buhalis et al, 2018).   
Training: The hotel should provide comprehensive training to new employees to ensure they have the necessary skills and knowledge to perform their job duties effectively. This can include on-the-job training, classroom training, and online training. (Boella et al, 2019).   
Performance Management: The hotel should have a system for managing employee performance, including regular performance reviews, goal setting, and feedback. This can help identify areas for improvement and ensure that employees are meeting the hotel's expectations. (Legrand et al, 2016).   
Employee Engagement: The hotel should have programs in place to engage and motivate employees, including recognition programs, team-building activities, and opportunities for career development. (Buhalis et al, 2018).   
Compensation and Benefits: The hotel should offer competitive compensation and benefits packages to attract and retain top talent. This can include salary, health insurance, retirement plans, and vacation time. (Cavallar, 2017)
Employee Safety and Health: The hotel should prioritize employee safety and health, providing a safe and healthy work environment and following all local and national labor laws and regulations. (Li et al, 2017).   
Diversity and Inclusion: The hotel should foster a diverse and inclusive workplace, hiring employees from a variety of backgrounds and cultures and ensuring that all employees feel valued and respected. (Buhalis et al, 2018).   
Marriott International has a well-established culture of employee empowerment and development, with extensive training programs for its staff (Marriott International, 2022)
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