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Working at the front desk of a hotel can be a challenging yet rewarding job. It requires excellent customer service skills, attention to detail, and the ability to handle multiple tasks simultaneously (Shin et al., 2019). In this article, we will discuss some of the key skills required to work at the hotel front desk.
1. Communication skills: One of the most crucial skills required to work at the hotel front desk is excellent communication skills. An individual will be interacting with guests from all over the world, so the person must be able to communicate effectively and clearly, both verbally and in writing (Bardi, 2021). An individual will need to answer phone calls, respond to emails, and greet guests in person, so one must be confident and able to communicate in a friendly and professional manner.
2. Customer service skills: Customer service is the backbone of the hotel industry, and working at the front desk requires excellent customer and service skills. One will need to be patient, empathetic (Olimovich et al., 2020), and have a positive attitude, even when dealing with difficult guests. One will need to be able to handle complaints and resolve issues quickly and efficiently while maintaining a high level of professionalism.
3. Organisational skills: Working at the front desk of a hotel requires strong organisational skills. One will need to be able to multitask, prioritise tasks, and manage one time effectively (Friberg et al., 2018). One will need to keep track of guest reservations, room assignments, and room availability, among other things. One must be able to maintain accurate records, update guest information, and keep track of any special requests or preferences.
4. Attention to detail: Attention to detail is essential when working at the front desk of a hotel. One will need to ensure that guest information is accurate, reservations are correctly booked, and guest preferences are noted (Carlisle et al., 2021). One will also need to ensure that the hotel's policies and procedures are followed and that any discrepancies or issues are addressed promptly.
5. Technical skills: Working at the front desk of a hotel requires proficiency in various technical skills. One will need to be familiar with hotel reservation systems, point of sale (POS) systems (Goh et al., 2018), and other software programs. One must be able to operate office equipment such as computers, printers, and telephones. One will need to be able to troubleshoot technical issues quickly and efficiently.
6. Sales skills: Working at the front desk of a hotel also requires sales skills. One will need to be able to promote hotel amenities, upsell room upgrades, and offer additional services to guests (Stergiou et al., 2017). One must be able to recognise opportunities to increase revenue for the hotel while also providing excellent customer service.
7. Multilingual skills: In the hospitality industry, it is essential to be able to communicate in multiple languages. If one can speak a second language fluently, it will be an advantage when working at the hotel front desk (Edghiem et al., 2018). One will be able to communicate with guests from all over the world and provide a more personalised experience.
8. Problem-solving skills: Working at the front desk of a hotel requires strong problem-solving skills. One will need the ability to think quickly on one foot and come up with original solutions to problems or complaints that are raised by customers (Moğol, 2018). One needs to be able to keep one cool in high-stakes circumstances and respond diplomatically and deftly to challenging challenges.
9. Cultural Awareness: Front desk agents should be culturally aware and able to interact effectively with guests from different cultures and backgrounds. They should be familiar with the basic customs and etiquette of different cultures and be able to adapt their communication style accordingly.
10. Emotional Intelligence: Emotional intelligence is essential for anyone working in hospitality, and front desk agents are no exception (Okumus et al., 2017). They should be able to recognise and manage their own emotions effectively and be empathetic towards guests and colleagues. They should also be able to handle difficult situations and conflicts with emotional intelligence and professionalism.
In conclusion, a position at the front desk of a hotel is one that is difficult, 

demanding, and calls for a diverse set of talents and capabilities. In order to work 

at the front desk of a hotel, one has to possess exceptional abilities in customer 

service, communication, and problem-solving, in addition to having a solid 

understanding of the hotel's services and amenities (Shin et al., 2019). In addition, 

applicants need to have the ability to operate in a fast-paced atmosphere, have 

great organisational abilities, be able to multitask, as well as be familiar with 

various computer systems and applications, such as Microsoft Office.
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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 will greet guests warmly and professionally upon their arrival at the front desk.
I will listen attentively to guests' needs and concerns, and strive to meet or exceed their expectations.
I will demonstrate a thorough understanding of the hotel's policies, procedures, and amenities.
I will provide accurate and helpful information to guests regarding their stay, including check-in and check-out times, room features, and available services.
I will address any issues or concerns that guests may have in a prompt and courteous manner.
I will maintain a clean and organized front desk area, as well as a professional and welcoming appearance.
I addition, I will ensure that all

 necessary paperwork and 

administrative tasks are 

completed accurately and on 

time.
	Communicating effectively with other staff members to stay up-to-date on any changes, updates or issues that may arise.
Prioritizing tasks based on their importance and urgency, and ensure that they are completed in a timely and efficient manner.
Being proactive and anticipate potential issues before they arise, and take steps to prevent or mitigate them.
Staying organized and keep track of important information and deadlines, such as check-in and check-out times, guest requests, and administrative tasks.
Using the property management system (PMS) effectively to manage reservations, room assignments, and other tasks related to guest stays.
Maintaining a calm and professional demeanor, even in challenging situations.
Taking breaks when needed to stay focused and avoid burnout.

	Clear communication with other staff members helps to stay informed of any changes or updates that may affect guests and address any issues that arise quickly and efficiently.
Prioritizing tasks based on importance and urgency helps to prevent errors and oversights that could lead to guest dissatisfaction or operational issues.
Proactive problem-solving by anticipating potential issues before they arise, helps to prevent or mitigate them and ensure that guests have a positive experience during their stay.
Effective use of the property management system (PMS) helps to manage reservations, room assignments, and other tasks related to guest stays.
Maintaining a calm and professional demeanor even in challenging situations helps to create a positive guest experience.

	I will ensure that there is always a backup plan for when the manager is absent, such as having a designated team member or contact person who can step in to provide guidance and support.
I will develop a clear protocol for emergency situations, such as a phone tree or communication plan that ensures all staff members are informed and can step in to help as needed.
I will create a detailed training program that includes cross-training for all front desk associates, so that everyone is familiar with all aspects of the job and can fill in as needed.
I will utilize technology to streamline processes and make it easier for staff members to manage tasks even when working alone, such as implementing a mobile PMS that can be accessed from anywhere.
I will regularly review and update

 the contingency plan to ensure

that it remains relevant and effective.
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Introduction
Running a successful hotel requires attention to numerous critical elements, including property management systems, reputation management, communication, and staffing. These components must work seamlessly together to provide guests with exceptional service and an unforgettable experience. This essay will explore the key elements of each of these areas and their importance in hotel operations.
Key elements that are required in hotel operations
A Property Management System (PMS) is an essential tool for hotel operations, as it helps hotels manage reservations, room inventory, front desk operations, billing and accounting, reporting, and other key tasks. When considering a PMS, it is essential to evaluate several key elements to ensure that the system meets the specific needs of the hotel.
Firstly, a PMS should have robust reservation management capabilities. The system should be able to handle online bookings, group reservations, and individual bookings efficiently (Aldebert and Dang, 2015). It should also be able to store guest information, preferences, and history, allowing hotels to provide personalized service to guests.
Secondly, room management is a critical element to consider (Tesone, 2012). The PMS should allow for efficient management of room inventory, assigning rooms to guests, and tracking room status. It should also allow for room changes, upgrades, and extensions, providing flexibility to meet the needs of guests.
Thirdly, front desk operations are a vital aspect of hotel management, and the PMS should be able to manage these operations effectively. Features like check-ins, check-outs, guest requests, and payment processing should be integrated into the system. It should also support integration with other systems like key card access and call accounting to streamline operations.
Billing and accounting are another essential element to consider. The PMS should be able to manage billing and accounting processes, including generating invoices, posting charges, and reconciling accounts (Brotherton, 2013). This helps hotels ensure accurate financial management and maintain compliance with accounting standards and regulations.
Reporting and analytics are also essential components of a PMS (Fossett, 2010). The system should be able to generate reports on occupancy rates, revenue, guest profiles, and other key performance indicators. It should also provide analytical tools to help hotels make data-driven decisions, improve efficiency, and identify areas for improvement.
The reputation of a hotel is a critical element in the success of its operations. A hotel's reputation can determine its occupancy rates, revenue, and brand value. Therefore, hotels must consider several key elements when evaluating and maintaining their reputation.
Firstly, guest satisfaction is a vital component of hotel reputation. Hotels should strive to provide excellent service and a memorable guest experience (Choi and Mattila, 2011). This includes having a knowledgeable and friendly staff, offering quality amenities, and providing personalized service. Guest feedback and reviews are an essential tool for evaluating guest satisfaction and identifying areas for improvement.
Secondly, cleanliness and hygiene are critical elements of a hotel's reputation. Guests expect a clean and comfortable environment, and hotels must maintain high standards of cleanliness to meet these expectations (Reynolds, 2018). This includes regular housekeeping, sanitization protocols, and adherence to industry hygiene standards.
Thirdly, the quality of the hotel's physical facilities and infrastructure can significantly impact its reputation. The hotel should have well-maintained guest rooms, public areas, and amenities (Gibson, 2013). Any issues with the infrastructure, such as outdated or malfunctioning equipment, should be addressed promptly to maintain guest satisfaction and avoid negative reviews.
Location is an essential element of hotel reputation. The hotel's location should be convenient and easily accessible, with nearby attractions and amenities that meet guest expectations. Any challenges related to location, such as noise pollution or accessibility issues, should be addressed to maintain guest satisfaction.
Effective communication is a vital component of hotel operations, as it plays a significant role in ensuring guest satisfaction, staff productivity, and overall efficiency (Questex Hospitality Group., 2019). There are several key elements that hotels must consider when evaluating and improving their communication strategies.
Firstly, clear and concise communication is essential for effective hotel operations. Staff should be trained to communicate in a professional, friendly, and straightforward manner, avoiding technical jargon or confusing language. Clear communication can help prevent misunderstandings, errors, and delays, which can impact guest satisfaction and hotel operations.
Secondly, a well-designed communication system is necessary for efficient hotel operations (Jones et al., 2016). The hotel should have reliable and user-friendly communication tools, such as phone systems, messaging platforms, and email systems, that enable staff to communicate quickly and effectively. Additionally, the hotel should have procedures in place to ensure that messages are promptly delivered to the appropriate staff members.
Effective communication between departments is crucial for seamless hotel operations (Peter, 2014). Departments such as housekeeping, front desk, and food and beverage should work collaboratively and communicate regularly to ensure that guest needs are met and operations run smoothly. This includes sharing guest information, coordinating tasks, and addressing any issues promptly.
Staffing is a critical element of hotel operations. Having the right staff in the right positions with appropriate training and skills is essential to delivering excellent guest service and achieving operational efficiency. Therefore, hotels must consider several key elements when evaluating and managing their staffing.
Firstly, job analysis and job design are essential in identifying the roles and responsibilities of each staff member. Job analysis involves evaluating the tasks, knowledge, and skills required for each position, while job design defines the roles and responsibilities of each staff member (Medlik, 2012). Effective job analysis and design can ensure that each staff member is adequately trained, motivated, and equipped to perform their duties effectively.
Secondly, recruitment and selection are crucial components of staffing. Recruiting the right candidates with the required qualifications, experience, and personality traits can ensure that the hotel has a skilled and motivated workforce. The selection process should be thorough and objective, including job-related assessments and interviews, to ensure that only the best candidates are hired.
Thirdly, training and development are critical elements of staff management. Hotels should provide regular training and development programs to ensure that staff members have the necessary skills and knowledge to perform their duties effectively. This can include customer service training, technical training, leadership training, and cross-functional training to enhance staff versatility.
Conclusion
The smooth operation of a hotel relies heavily on the effective management of its property 
management systems, reputation, communication, and staffing. Each of these areas plays a 
vital role in ensuring guest satisfaction, operational efficiency, and ultimately, the success of 
the hotel. By prioritizing these key elements, hotels can enhance their competitiveness and 
deliver exceptional guest experiences.
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