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Skills required to work on the hotels front desk
Professional Appearance
When a guest checks into a hotel, the front desk clerk is the first person the guest interacts with, even though the lobby may be the first thing the guest sees while entering the hotel. These individuals are essentially the company's public face, and businesses want to ensure that the employees they hire are proud of both the function they play and the way in which they represent their brand (Bardi, 2021).
Despite the fact that this might not have the same appearance as it did before the pandemic (Hcareers.com, 2021). After each interaction, guests will be required to see the front desk employees sanitise the area around the desk, wash their hands, and don a mask before continuing their stay.
Ability to communicate in Multiple Languages
It's likely that the hotel receptionist might have the opportunity to interact with guests from all over the world. The ability to speak more than one language is a skill that is highly valued by many companies, despite the fact that it is not required for the majority of front desk jobs in hotels. If one is able to speak more than one language, include that fact in their resume. It will provide individuals an advantage.
Lift and Carry moderate weights
The majority of the time, hotel porters assist visitors in transporting their luggage from their automobiles, taxis, or rooms to the aforementioned modes of transportation. Even those who work at the front desk may find themselves helping a guest move a big bag or parcel at some point during their shift (Mhaske, 2021). Although not all jobs demand constant lifting and carrying of big loads, many employers will view the ability to do so as a desirable quality in potential candidates. It is quite unlikely that this will take place until further notice, although it is possible that it will resume after the pandemic is finished.
Quick decision taking skill
Even at the finest hotels, dissatisfied visitors are occasionally encountered. Because of this, those who work at the front desk need to be able to think creatively and find solutions to problems as they arise in the course of their shifts. If a hotel answers to a complaint in a timely and courteous manner, the guest may change their negative review into a positive one. This safeguards the hotel's enviable standing in the community (Hcareers.com, 2021).
Strength to keep Standing Long Periods
If one is working as a front desk clerk, porter, or concierge, they would not be sitting down for very long during the course of their shift. As they assist visitors with checking in and out, moving visitor’s luggage, and other tasks throughout the day, they will spend the most of their time on their feet. One can wear shoes that are stylish, comfy, and appropriate for the workplace; but, they will still need powerful legs and a strong core.
[bookmark: _heading=h.e7pp4l3ty5fi]Personal reflections and own work to industry examples
When I first began researching this topic, I wasn't interested because I found it boring and tedious. In any case, I changed my mind after learning more about The Front Office's distinct function within the larger context of the hotel's operations. My initial response to the assessor's questions was unresponsive since I struggled to come up with an interesting one. As effective communication is fundamental to my study, I learned a wealth of information by the end of the session.

[bookmark: _heading=h.plbvdcbunfpv]Applying theoretical knowledge whilst working in industry
By thinking of novel ways to apply what I've learned in my daily work, I'll be able to put my newfound knowledge to good use. This allows one to finish projects and put academic learning into practice.
One applicable takeaway from this data is the recognition that maintaining open lines of communication in the workplace is critical to maximising the efficiency of team efforts and the success of collective targets (Rutherford, 2021). One way I can put what I've learned into practice is by having in-depth conversations about it with the people closest to me, such as my friends and family.
[bookmark: _heading=h.b4v2nqpa804v]Why the topic is important in the hospitality industry
The front desk plays a crucial role in making first contact with guests. The front desk is often considered the heart of a hotel. It's like the reception desk of a hotel, or the face of the hotel's housing office. The "Front Office" is the collective name for the hotel's reception desk and the other departments that serve hotel patrons and other visitors in the hotel's lobby.  (Vinod, 2022)
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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 make it a priority to serve guests with outstanding customer service. This would entail being attentive to their requirements, addressing any issues that they may have, and going above and beyond the call of duty to ensure that they have a pleasant and relaxing visit.
	I would make sure to communicate with my coworkers so that people are all on the same page and that our customers receive the same level of information and service every time; this would ensure that everything runs smoothly.
	My strategy places an emphasis on ensuring the satisfaction of guests by emphasising the delivery of outstanding customer service, the rapid resolution of guest concerns, and the preservation of an inviting environment.
	When effective communication routes between employees and supervisors are established, it is possible to ensure that everyone is aware of any changes to staffing or absences that may occur. Employees may benefit from being able to better prepare for and respond to unforeseen circumstances as a result of this.

	I would extend a friendly greeting and do my best to make people feel at home. When it comes to making guests feel welcome and at ease in their house, a kind grin and a warm greeting may go a long way.


	In the event that a visitor has a problem or complaint, I would handle it in a manner that is both professional and fast. This may involve hearing out their concerns, providing them with a solution or alternative, and then following up to make sure the problem has been fixed..
	It emphasises Effective communication with guests and colleagues, which is crucial in ensuring that guests have a positive experience. By communicating clearly and consistently, people can ensure that guests receive accurate information and that their needs are met.
	By adhering to standard operating procedures (SOPs) that have been developed for a diverse array of roles and responsibilities, employees can better prepare themselves to perform the duties that are expected of them. Because it is essential for every member of the team to be on the same page, maintaining and publishing SOPs that are kept up to date is something that should be done frequently (SOPs).

	I would be responsible for maintaining a clean and orderly appearance in the lobby area at all times. This would help to portray a feeling of professionalism while also producing an atmosphere that is welcoming to guests.
	Because of the speed with which I am able to make decisions, I am optimistic that operations will proceed without a hitch. Even if difficulties occur, I am certain that I will be able to handle them with a reasonable amount of ease.
	Quick decision making ability is one of the key reasons I am confident that my plans will go flawlessly.
	Employees are provided with a venue in which to voice their grievances and find solutions to problems during regular staff meetings. This provides managers with the opportunity to solve issues before they become serious.



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)


	Property Management Systems, also known as PMS, are an indispensable component of efficient hotel operations. A property management system (PMS) is a software platform that gives hotels the ability to manage and automate many of their day-to-day operations, such as the process of making guest reservations, assigning rooms, performing check-in and check-out procedures, billing and accounting, and scheduling employees (Moyeenudin et al., 2018).
Integration with other hotel software and hardware, user-friendliness of the interface, reporting capabilities, and customisation choices are essential components of an efficient property management system (PMS). Connectivity with other hotel software and hardware, such as accounting software, point-of-sale systems, and door-locking systems, enables smooth communication and a streamlined experience for the hotel's guests. Integration also enables the hotel to save money. It is essential for there to be a user-friendly interface that is simple to access and utilise in order to guarantee that employees will be able to execute duties within the PMS in a prompt and effective manner (Okwir et al., 2018). It is essential to have reporting capabilities in order to gain insights into critical indicators such as occupancy rates, revenue, and the level of satisfaction of guests. Last but not least, the availability of customisation options makes it possible for hotels to adapt their PMS to their own requirements. This ensures that the software is optimised for the hotels' operations.

	
Element 2 – Hotel reputation


	A hotel's long-term success in the hospitality industry depends on how well it keeps its good name. A good reputation can bring in new guests, lead to good reviews and word-of-mouth, and ultimately increase sales. 
One of the most important things a hotel can do to build a good reputation is to make sure its guests are happy. Hotels should put their guests' needs and expectations first and try to go above and beyond them with great service, great amenities, and personalised experiences (Wilkinson and Zalejska Jonsson, 2021). To make sure guests have a good and memorable time, it's also important to provide consistent service and pay attention to the details.
Another important part of a hotel's reputation is its brand. A strong brand identity can set a hotel apart from its competitors and leave guests with a lasting impression. Hotels should put money into creating a clear and compelling brand identity that shows their unique values, personalities, and market positions. This includes making sure that the brand message is the same across all channels of communication, like the website, social media, and ads.
Taking care of the community is becoming an increasingly important part of building a good reputation for a hotel. Hotels should take steps to reduce the damage they do to the environment, help the communities around them, and encourage honest business practices (Yacouel and Fleischer, 2012). This can include things like putting in place practices that use less energy, helping local businesses and charities, and reducing waste and water use.
Effective reputation management also involves keeping an eye on and measuring feedback from guests, online reviews, and social media. Hotels should keep track of guest satisfaction metrics like the Net Promoter Score (NPS) and use this information to find places to improve and make the changes that will make the guest experience better.

	
Element 3 - Communication 


	Successful hotel operations depend on clear communication. Communication takes place between employees, visitors, and external stakeholders including partners and vendors in a hotel setting. Clear messaging, active listening, timely and responsive communication, and technology solutions are essential components of good communication (Bonfanti, Vigolo and Negri, 2016)
To guarantee that every employee understands their tasks and responsibilities and can communicate successfully with one another, clear messaging is essential. This includes laying out precise rules for chain of command, standard operating procedures, and communication protocols (Zulkurnain and Kaur, 2014). Also, it's crucial for staff members to actively listen in order to be aware of and capable of meeting visitor needs.
Effective and prompt communication is essential for guaranteeing guest satisfaction and reducing the possibility of smaller problems developing into bigger ones. Staff personnel should receive training on how to handle enquiries, grievances, and requests from guests efficiently and effectively. This can be done by utilising technological tools like email, instant messaging, and mobile devices, which allow staff to engage with clients in real-time.
Communication in hotels is growing more and more dependent on technological solutions. Staff members may connect easily and swiftly no matter where they are thanks to modern communication technologies like cloud-based systems, smartphone apps, and messaging platforms (Bonfanti, Vigolo and Yfantidou, 2021). These technologies also give managers a platform for measuring and monitoring communication, allowing them to spot and fix problems with communication before they get worse.
Effective communication necessitates constant training and development for staff workers in addition to these essential components. Training in efficient communication, handling conflicts, and customer service are some examples of this. Frequent team meetings, check-ins, and performance reviews can also aid in ensuring effective and efficient communication.



	
Element 4 - Staffing 

	
	Proper staffing is essential for the smooth operation of hotels. Staffing covers not just the recruitment and hiring process but also continuing training, development, and administration of staff workers. Careful planning, training and development, efficient administration, and a focus on employee retention are essential components of good staffing.
For efficient staffing, training and development are also necessary. Hotels should make an investment in thorough training programs that give staff employees the abilities and information necessary to do their jobs well. Training can include training on customer service, safety and security, standard operating procedures, and technical skills such as using property management systems and other technological platforms (Ahmad and Scott, 2014).
Having excellent management is also essential for effective staffing. This entails giving employees ongoing feedback, coaching, and mentoring them, as well as putting in place performance management systems that let managers monitor and assess employee performance. Managers may help staff members develop their abilities, increase job happiness, and ultimately produce better business results by regularly providing feedback and support.
The final component of efficient staffing is an emphasis on employee retention. Because they can result in higher personnel expenses, lower productivity, and worse customer satisfaction, high turnover rates can be bad for hotel operations (Mikhaylova and Avramenko, 2015). Hotels should concentrate on fostering a great work atmosphere, offering competitive pay and benefits, and providing possibilities for professional growth and progress in order to retain staff employees.
Hotels should incorporate diversity and inclusion into their staffing plans in addition to these essential components. Hotels may improve their overall business success while also fostering a more inviting and inclusive atmosphere for both staff and visitors by putting a high priority on diversity and inclusion.
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