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	What critical skills are required to work at the hotel’s front desk
As an employee in the hospitality industry and from my experience as a hotel guest, I have identified specific skills that the front desk staff needs to acquire. In my experience, people tend to form first impressions of how a person dresses. Therefore, the front staff must wear a neat and professional appearance. The front desk staff is the face of the hotels, and they represent the hospitality that people will be looking for from the trip (Waqanimaravu and Arasanmi, 2020). For example, in my experience as a hospitality professional, the first thing the guests see while checking in at the hotel is the front desk staff. Therefore, they tend to form the perception regarding establishment from the front desk staff. Therefore, having a neat and professional appearance is necessary. Another crucial skill is to have good communication skills. I saw various clients from different regions and cultures in the hospitality industry. Every guest has different culture and language. I had to learn the standard language to ease communication with guests who might speak different languages.
Another skill required by the front desk staff is to have problem-solving skills. While working in the hospitality industry, solving the issues and problems of staff was very common in my everyday job. It is considered that even the best hotels and establishments have disappointed their guests due to a lack of solving problems at the time. For example, whenever a guest faces any issue, they will call the front desk and ask for a solution (Weber et al. 2020). If the staff cannot provide the appropriate solution in time, the guest will likely not return to the same hotel. Various other skills are also must-haves for the front desk. They can include the ability of the front desk staff to stay organised and be detail-oriented, have strong interpersonal skills, be soft-spoken and able to work on a flexible schedule. These skills are essential to the employees working in the hospitality industry.
The skills analysed from the reflection are some necessary skills for the front desk staff to have. While working in the hospitality industry, I will ensure that I apply the analysed skills in my everyday work. For example, being soft-spoken is a skill that requires a lot of patience and strong communication skills (Alexakis and Jiang, 2019). The guests ask many questions and want solutions to their issues immediately. As a worker at the front desk, I will communicate with immense politeness so that the guests are not disappointed and stay calm. Another skill was being able to work on a flexible schedule. In the hospitality industry, the work schedules are flexible as the guests have different times for food and accommodation. As a result, the staff must be ready for flexible work schedules (Bardi, 2010). 
As an employee at the front desk, I will ensure that, digital messaging applications such as KIPSU is always on, and that I am active on-site so I can attend to guests at different times. It is very important to action and catch guest feedback while they are still on property.
The topic of front staff having the necessary skills is essential in the hospitality industry. The requirement of necessary skills for the front desk job in the hotel industry is crucial as front desk personnel are the first to see the tourists and people staying at the hotel. People want to feel safe while staying in a hotel and gain a smooth and hassle-free experience. This experience begins with the front job staff, responsible for caring for the people (Marneros et al. 2020). This topic has gained immense importance in the hospitality industry as guests always look for the front desk to gain knowledge and information on procedures and other necessities. The hospitality industry is all about looking after guests and providing them with an experience they can remember forever. Therefore, to provide such an experience, the front desk staff needs to have specific skills that can make guests' experience excellent and smooth (Tesone, 2015). 
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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?


	My primary responsibility is to ensure that the visitor enjoys a comfortable and enjoyable stay (Mingotto et al. 2021). Executives, including me at the front counter, should be pleasant and quick to help guests. To make a good first impact on a guest, you need to dress impeccably and speak with assurance.


	Travelers frequently show up at the motel in the middle of the night. This necessitates that I, as a member of the front desk personnel, remain in visual contact with guests at all times. The front counter needs to be quicker to fulfil guests’ requests for pillows, blankets, towels, etc. As per González and García (2021), even though visitors are typically in a hurry to get out of the hotel, front desk staff should maintain a pleasant demeanour and make small talk even during check-out.
	There are a few non-traditional approaches that, in my capacity as the front desk manager in the hospitality industry, I implement regularly. It is much simpler for me to complete everything that must be accomplished at work when I have schedules like these to follow. In addition, I feel that expenditures in artificial intelligence might very well assist the company in expanding more effectively. Finally, I believe that my strong communication skills are an asset to the business, and I make an effort to put them to good use in a variety of contexts. This has helped me work towards my ultimate goal of expanding the company’s regular base of operations and strengthening its brand image.
	When front desk staff can answer queries, welcoming guests is easier. Start by greeting people by name. To exceed expectations, the team needs quick and easy access to as much visitor information as feasible, including:

Guest food habits and allergies (vegan, kosher)
visit’s purpose (business, leisure, special occasion)
Keep Reason
The Property Management System’s data will make guests feel more at home and give them more care.

	It is the job of the hotel clerk to oversee the entire check-in and check-out process for guests. At check-in, guests may undergo a series of steps, including information verification, receipt of room keys, and briefing on hotel amenities (Djajasinga et al. 2021). I am accountable for ensuring that visitors’ check-in procedures go off without a hitch. When leaving a hotel, I may have to settle any unpaid bills and hand over the keys.


	 I usually schedule jobs, rank them by importance, and complete them in order each day. It helped me remember everything. For example: Tracking planes and matching transfers and drop-offs (if requested)
Comparing visiting bills to guest folios and sending guest suggestions to appropriate teams
Bagging at the front desk Visitor queries and follow-ups are my top priorities right now (Goh and Baum, 2021). Because neglected issues can make people unhappy. After completing my other duties, I had more time for school. Front-counter staff should follow this process.
	
	In any kind of risk, the head of security, the front desk manager, and the appropriate local authorities should formulate an emergency communication strategy. They are in charge of formulating a strategy to be implemented in the event of a catastrophic event, with special attention paid to the preparation of staff and workers for such a situation.

	As a member of the front counter staff, I must address any concerns that guests may have about the hotel’s rates, specials, and facilities. When guests have questions or concerns, I need to be available to answer them, make a note of their feedback, and offer answers (Shin et al. 2019). My other duties include answering the phone and transferring callers to the appropriate teams.


	I want to focus on AI despite the technical advances (AI). Chatbots stand out as chatbots can improve hotel customer care, whether online or in-room. Machine learning detects consumer sentiment and behaviour. It also assists them throughout their time on one’s property.  Advanced chatbots like Rose boost hotel revenue by upselling and encouraging guests to spend more. Administrative front-desk help is invaluable.
	
	It is expected that a held-to-account guest will not dispute the cashier’s assessment of the cost to repair the damage there has caused, but if a dispute arises, the matter should be brought to the attention of the hotel’s general manager (Koo et al. 2021).


	There is a common need among visitors for details about nearby points of interest and attractions. Hotel front desk staff are expected to maintain a level of familiarity with local attractions and events that might pique guests’ interest. Local transportation details, weather forecasts, and tourist information are just some of the extras that front desk agents can provide for their visitors (Schwepker and Dimitriou, 2021).


	
	
	The hotel industry has a term for any item that a visitor may have forgotten or misplaced, and the hotel was able to track it down for them (Andrade et al. 2021). Housekeeping had a designated storage area for such items (Tews et al. 2020). If the visitor has already checked out, a letter ought to be sent to the return address given by the guest at check-out or on the registration card. If the hotel does not hear back from you within a specified time frame, they may hold an internal sale or decide to follow their procedures (Tsai et al. 2020).

	


	
	
	



Component Three:
Contribution to Overall Module Assessment: 50%
The key elements that are required when considering these four elements of hotel operations:
	Element 1 – Property Management Systems (PMS)

	The property management system is the software that helps in reservation systems and administrative tasks within hotels. The functions of PMS involve front-desk operations, housekeeping, occupancy management, reservations and channel management. The most crucial function of the software is to manage reservations and control financial transactions. The other functions are the extension of the software. The elements of PMS can involve reporting and analytics, point of sale, customer data management, housekeeping, revenue management, back office, central reservation systems and front desk and room management. All the functions of a PMS are considered crucial for the hospitality industry as they provide ease in procedures (Breier et al. 2021). There are various types of PMS that the hotel industry can choose from. However, while selecting a PMS, the organisation needs to analyse the size and type of industry as well as its core features and principles. Some companies offer customisable PMS so that the hotels can use a PMS which complements their services and fulfils the requirements at the same time. Large hotels need solutions with many modules aside from their essential functions, such as reservations. They require PMS, which can facilitate group bookings and multi-property management (Hammer, 2016). 

	Element 2 – Hotel Reputation

	Hotel reputation is the perception of a hotel in customers' minds and what customers think of the hotel. Hotel reputation management is a practice focused on monitoring and influencing how customers perceive the hotel through its websites and other online platforms. The hotel industry is highly vulnerable regarding reputation (Ntounis et al., 2022). For example, people will prefer to stay in a hotel with a good reputation and pay extra costs rather than staying in a hotel with a bad reputation but low costs. Most people these days check online reviews of the hotel before selecting the property they will more likely stay in. Hotel reputation has become a broad concept because more than half of guests do not stay in properties that has no online reviews. Apart from these, the hotel’s reputation directly impacts hotel revenues. A good hotel reputation helps the hotel create a competitive advantage and use it to enhance its sales volume. Conversely, if the hotel’s reputation could be better, the other competitors will gain that competitive advantage, and the sales volume of the hotel will reduce, affecting its revenue as well (Corgel et al., 2011).

	Element 3 - Communication 

	Communication is a necessity and a skill that is required within the hotel industry. The ability of staff and employees to communicate politely, and effectively with guests and other professionals is crucial for the success of the hospitality industry. The staff of a hotel that can effectively communicate their vision as well as the expectation to other employees are considered to be more likely to gain positive results as compared to managers who are unable to communicate their goals. The hotel industry requires effective communication for long-term success (Rhou and Singal, 2020). Hospitality is an industry that requires excelling at customer service and fulfilling customer expectations. These can be done only if the staff is competent enough to communicate effectively with staff, customers and other professionals. Three types of communication are used in the hotel industry. They involve interpersonal communication, non-verbal communication and written communication. Interpersonal communication is held between two or more people in a face-to-face setting. It can be between front desk staff and the customers or staff with managers with restricted dialogues. Written communication is required to fill out manual forms or details. Non-verbal communication is crucial as it describes what people cannot speak in words (Solomon, 2018).

	Element 4 - Staffing 

	The hotel industry is a people's business, requiring people to manage and serve people. Staffing is a process in which companies acquire and retain staff to fill vacant positions with competitive and talented staff. There are various phases in the staffing process. They involve initial staffing, where the hotel's top management lays down labour policies. Another phase is replacement staffing, where the hotels acquire some extra staff to either gain experienced people or to replace inefficient workers (Davahli et al., 2020). After these phases, the hotels search for qualified staff to fill the vacant positions. However, various challenges are faced by the hotel industry in the staffing process. They can involve hiring the right candidate, employee engagement, succession planning and preparing the staff for the future (Tewan, 2009).
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