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There are many key skills required to working on hotels front desk such as communication skills, customer service skills, being professional and being well presented. Having “strong written and verbal communication skills and excellent customer service skills” (Betterteam, 2023) is essential as they are the main point of conversation and access to the guests. Every slight thing the guest requires from it being maybe just a towel or directions of certain places they will always come to the front desk it is the first point of contact for hotel guests as it is not only for check-ins and check-outs it is a point of access for everything a guest requires. 

Furthermore “as hotel receptionists perform a wide variety of duties, they usually rely on diverse skills, these professionals depend on soft skills because of the close link between their role and customer service” (Indeed, 2023). There are many key skills within this job role such as “problem solving skills, interpersonal skills, computer literacy, organisational skills and most importantly customer service skills” (Indeed, 2023). By having problem solving skills “it gives the ability to solve issues and helps take the initiative to provide timely solutions” (Indeed, 2023). Also, interpersonal skills play a huge role in this department “as it involves constant communication and interaction with clients and staff members” (Indeed, 2023). Computer literacy is one of the skills needed as a hotel front desk staff member because it enables the staff to allocate rooms, check-in, check-out guests and do so much more. Having great organisational skills allows hotel receptionists to “manage documentation, arrange workspace, and plan activities for their clients. “Time management can also be improved by having organisational skills” (Indeed, 2023). Customer service skills is a crucial skill required as a hotel front desk employee. “Positive attitude, patience, effective communication, empathy and listening can help build trusting relationships with guests” (Indeed, 2023). Having good communication skills is critical as front desk employees “as they are speaking with guests in person as well as over the phone throughout the day. So, it is very important to speak clearly and maintain a positive tone (liveaboutdotcom, 2023). By having good composure, it shows a “good employee can remain calm under pressure because being a front desk employee means they have to multitask and serve many guests at once” (liveaboutdot.com, 2023). No matter how busy the hotel is it is important to remain friendly and calm. There are many other skills such as multitasking, having flexibility, being professional and managing stress (liveaboutdotcom, 2023). 

“Maintaining calmness and composure is essential for a front desk employee, as they may have to deal with angry or upset guests so by maintaining their cool and not lose their temper even if the guest is behaving in an irrational manner is very important. Trying to pacify the guest in a professional and calm manner” (stayexpress, 2023) shows good soft skills. By “displaying positive and cheerful attitude towards guests and understanding guests’ feelings can improve the overall experience. A smile can do wonders while dealing with guests” (stayexpress, 2023). 

There are many factors to working on the hotels front desk such as having “empathy, promoting authenticity, choosing your own training methods and techniques, structuring your front desk training sessions, discussing greetings and leaning towards goals and rewards” (cvent, 2023). All of this gives the hotel its own authenticity so when a guest stays over, they can recognise this.  

From my personal experience of working in a hotel whilst being on placement at the Holiday Inn in Sunderland I can say that having great communication skills, being observant, having empathy and by having a positive attitude and approach can make the guests feel very welcomed and acknowledged. For example, whilst being on placement and starting off my first few weeks on the front desk I had a guest come over to me enquiring about the distance of the hospital from the hotel, so I advised her that it will be quite a bit of a walk for her from the hotel so if she wants, I can call her a taxi to go there. She was happy for me to do that so after she came back, I noticed her and asked how everything went. She had told me that everything was good. She thanked me for asking her how she was and how her visit to the hospital went. She was very happy with the service and care that was offered from me. Furthermore, a lot of guests have also said that I look very happy and professional. 
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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?


	For the hotel to run smoothly its essential to ensure all departments are fully staffed and running smoothly. 
	Operations will run smoothly by ensuring there are enough staff to cover each department. 
	By following this plan, I am ensuring I am giving it my 100% and that I am trying to the best of my ability to get through the day as smoothly as possible and complete tasks successfully. 

	Develop a professional team during the good times so when a crisis hits a plan is always in place. 

	I will communicate with other colleagues and duty manager. 


	With the help of my colleagues, I can ensure that operations will run smoothly throughout my shift. 
	I can make sure this plan is effective as I will make sure I am prepared for the day and have everything set in place all ready for the guests when they arrive. 

	Have regular, flexible training which will ensure that the hotel is prepared for moments like this. Give staff appropriate training for PMS systems. 

	Make sure I have a check list to follow and ensure that all tasks are complete. 


	By following duty manager advise and follow the checklist with instructions. Use any training guides to assist me in completing any tasks I am unsure of. 

	Make sure there is communication and cross communication throughout to prevent any issues and miscommunication. 
	Have quick access to operating procedures which will allow staff to make correct decisions in the future. 

	It is essential for me to remain calm and professional I will make sure I am still smiling and give the guests 100% customer service and apologise sincerely for any shortcomings. I will also do the job to the best of my ability. 

	Kindly apologise to the guests if I am working slower than usual and explain to them about the situation and that it is my first day. 
	I will also make sure I plan guest arrival ahead of time and make sure everything is ready upon check in. 
	Communication is key so ensure everything is passed on regarding the hotel, staff, and guests. 

	I will pass over any issues to the manager via email when handover is due and take any queries and hand it to the manager when he/she is back in. 


	Be honest about the situation so hopefully the guests will empathise and want to support me. 
	Have express check in/out processes in place. Also, complete check in forms as much as possible with the information on hand and allocate the right rooms. 
	Always make sure there are enough staff members on each department and, if needs be whoever is not on shift is able to be flexible and come in when another member of staff is off sick. Furthermore, always have a duty manager on shift and rotate staff. 



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 hotels PMS is a software that manages and automates many of the administrative tasks that front desk or office staff are responsible for. A hotel PMS is the heart of the hotel’s property, it stores all guest information” (little hotelier, 2023). 

Many hotels use Opera, which is the most in depth system that can be used and worked on within the hotel industry. By having adequate training on opera, these skills can be used on any PMS. “This also links all departments together for example the bar, through micros till system, with housekeeping via room management, with maintenance via maintenance section of reports and also with finance via revenue reports” (Ilie, A). A few things a hotels PMS can do would be “guest check-in and check-out, room availability, reservations management (both through travel agencies and direct bookings), rate management, billing and scheduling, payment processing, channel management (e.g., booking channels like Expedia etc) (hoteltechreport, 2023). 

There are many benefits to using PMS in hotels such as “automated routine tasks, increased staff efficiency, having all the data in one place, high level of data security, enhanced customer experience and flexible price policy for any customer preferences” (onix, 2023). Furthermore by “integrating a payment gateway in the hotel PMS is essential as it optimizes payment processing, enhances the customer experience, reduces risks, improves cash flow and simplifies accounting” (onix, 2023). Also, PMS “influences and informs, either directly or indirectly, nearly all aspects of the guest experience, from handling guest service management to facilitating guest-facing activities to generating actionable insights about unmet guest wants and needs” (oracle, 2023). 





	
Element 2 – Hotel reputation


	Hotel reputation is a crucial aspect within this industry “with the competition being so high and having great hotels to choose from the guests will always check online for reviews before making their choice of accommodation” (Iline, A). Reputation is something that takes a lot of hard work, effort, time and dedication to build up but can be ruined by a couple of bad experiences and bad reviews. “Hotel reputation is all about monitoring and influencing how hotels are perceived online. This involves keeping track of review sites as that is where a lot of guests leave their feedback and experiences” (cvent, 2023). Especially with this digital age era it can make or break hotels reputations through social media and many other platforms, so it is very important to keep on top and track of all these platforms especially online. 

“Online reputation can make or break a hotels success. With potential guests relying heavily on online reviews and social media to make booking decisions, its crucial for hotels to actively manage their online reputation. It should be a top priority for hotels” (customer alliance, 2023). There are a lot of benefits to online reputation management these include “improving guest loyalty, because when guest feedback is responded to it shows that the guests’ opinions are being valued and that the hotel is committed to providing the best possible experience. The result of this would be it increases guest loyalty and increase repeat bookings” (customer alliance, 2023). 



	
Element 3 - Communication 


	Communication is a crucial factor within this industry as all departments need to communicate with each other for all operations to run smoothly. “Given what’s at stake hotels must build a communication strategy that ensures a positive experience at every stage of the guests’ journey. This includes pre-stay communications such as confirmations and pre arrival messaging. In-stay communications, such as information shared at check-in throughout the stay. Post-stay communications, such as requests for feedback, and promotional offers to come back” (Cloudbeds, 2023). 

“There must be good communication with staff, managers and guests on a daily basis, Staff should feel like they’re “in-the-know” and that they know who to go to if they have a problem. Informed staff are better equipped to make feel guest special” (mews, 2023). Without communication for a hotel and operations to run smoothly it will cause a lot of problems. By communicating with staff, guests, managers, the efficiency of operations running smoothly will improve drastically and will reduce any issues. This also makes everyone comfortable to talk about any issues be it as well. Furthermore, by communicating a lot of problems can be prevented regarding operations and tasks etc can all be done properly. 

“Communication system that is put in place can impact businesses greatly for long term success” (voxer, 2023). 


	
Element 4 - Staffing 


	The key elements when considering staffing in hotel operations would be “focusing on five key areas such as employee skills, employee attitude, communication, technology, and support. Staff must have skills and knowledge required to perform their responsibilities and meet the expectations of guests” (Cloudbeds, 2023). 

Within the hotel there are many roles for staff whom each do a variety of jobs such as certain staff for front desk, who manage guest check ins and check outs and much more and are the front face of the hotel. Housekeeping who ensures all the rooms are consistent throughout with cleanliness etc. Food and beverage who cater for the guests during mealtimes and for drinks. Maintenance will fix and maintain everything regarding the hotel. Finance etc. Everyone has their own role to play within this industry but without these staff members a hotel cannot run and operate properly. It is very important to have staff with the right mindset and attitude, flexibility, and love for their job. Moreover, all staff need to have a positive attitude have great communication skills work great in a team and do their job to the best of their ability. 
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