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	There are six types of skills every front desk should have in a hotel. One key skill to have at the the front desk is excellent verbal and written communication skills. Good communication is something significant as there are different types of languages and culters from all over the world and most hotels host people during their vacations abroad. To have good communication skills, hotel front desks must have someone that has a clear, understandable speech (Vizito,2022), this ensures that there are no misconceptions between the hotel and the customer and if there are, it’ll be
acknowledged to be dealt with. If the person at the front desk can speak more than
one language, it’ll help the understanding of clients but also make a good impression
and reputation for the hotel.

Having good telephone manner is also a key skill. When booking at a hotel, in most
cases, the arrangements will be made over the phone. If a potential client is willing to
book a room, the member of staff on the other line of the phone should guarantee they
create a good impression on the customer resulting in more marketing. Having
someone that is uncivilised or imprudent will fabricate a bad reputation, harming the
business. Therefore, the opposite can grasp the chances of potential clients, making
the business grow, expand and increase.

A certain standard of a person’s presentation is highly important in every workplace.
Self-presentation is a high standard at a front desk as they not only help your
customers, but they also represent the hotel itself. If a person at the front desk is
impolite and curt, there is an understanding that the hotel itself is hostile and
dilettantish, creating a bad image for the business.

A common and undeniable skill to have at the front desk is communication to everyone
in a polite manner. This gives everyone a good impression and builds a good
environment to work in. It includes the guests as well as the co-workers (liveabout
2020). Being polite requires having good customer service in all situations, even in
situations where the guest is being difficult. The ability to keep calm in challenging
circumstances is something not everyone can handle (indeed,,2022) so, a person
working at the front desk must be well organised and tranquil even under pressure.
This makes a professional, optimistic condition for the workers to be able to focus and
try their very best in.

At the front desk, there is most likely the guest is someone foreign and looking for a
place to stay, if they have not already booked in. This requires the worker to make
sure they are clearly stating what the hotel can offer to the client. If book-ins have not
already been placed and deposited for, it’s important the person working at the front
desk is able to count cash, take credit or/and exchange and convert foreign currencies.
By doing this, it presents a good impression to the public, making them want to book
their next stay in your hotel but it also makes the guest less stressed, also creating a
good impression and, hopefully, they will be an annual guest.

The last and most obvious skill a front desk should have is IT skills. Because
technology has influenced the future generations so much, most hotel front desks rely
on computers to help their job become more effective. To do so, they will need a level
of IT skills and secretarial skills to manage the work: the hotel booking, billing system
and handling personal information.




























		Word Count
	



	
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?


	
Make sure to have a good receptionist with a kind manner and great IT skills. Because
technology has influenced the future generations so much, most hotel front desks rely
on computers to help their job become more effective. To do so, they will need a level
of IT skills and secretarial skills to manage the work: the hotel booking, billing system
and handling personal information. 

	
At the front desk, there is most likely the guest is someone foreign and looking for a
place to stay, if they have not already booked in. This requires the worker to make
sure they are clearly stating what the hotel can offer to the client. If book-ins have not
already been placed and deposited for, it’s important the person working at the front
desk is able to count cash, take credit or/and exchange and convert foreign currencies.
By doing this, it presents a good impression to the public, making them want to book
their next stay in your hotel but it also makes the guest less stressed, also creating a
good impression and, hopefully, they will be an annual guest.
	
Having good telephone manner is also a key skill. When booking at a hotel, in most
cases, the arrangements will be made over the phone. If a potential client is willing to
book a room, the member of staff on the other line of the phone should guarantee they
create a good impression on the customer resulting in more marketing. Having
someone that is uncivilised or imprudent will fabricate a bad reputation, harming the
business. Therefore, the opposite can grasp the chances of potential clients, making
the business grow, expand and increase.
	
Communication to everyone
in a polite manner. This gives everyone a good impression and builds a good
environment to work in. It includes the guests as well as the co-workers (liveabout
2020). Being polite requires having good customer service in all situations, even in
situations where the guest is being difficult. The ability to keep calm in challenging
circumstances is something not everyone can handle (indeed,,2022) so, a person
working at the front desk must be well organised and tranquil even under pressure



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 (PMS) is essential in every hotel as it is not only
significant to the business, but also makes the work at the front desk much more
manageable. The Property Management System is a software that manages all
aspects of a hotel’s business operations, replacing the use of a pen and paper to carry
out tremendously important tasks. It influences the opinion of your clients as it includes
giving them the best personal experiences. At a front desk, in most hotels, a PMS will
do most of the service: hotel booking, guest check in/out’s, billing, room rates,
renovations and safely takes care of the customer’s data. The benefits are immensely
changing to a business and, because the use of technology has impacted the future
to a great extent, more companies are introducing technology into their field of work.
In the “Technology Sentiment Report ’22” written by Stayntouch, it states that 81.7%
of hotels have applied at least one type of technology during the pandemic.

But that does not mean they had applied a PMS. A PMS is quite difficult to get as the
pricing is generally quite high. The average price of the software is fifty pounds a month
but may increase due to the number of rooms or the residence itself. A premium
software starts at two hundred pounds and also increases depending on the amount
of rooms and the occupancy. “The average percentage of spend for technology in the
hotel industry is like a fraction of what it should be” said by the CEO of Cloudbeds,
meaning that many hotels should really be involving technology to improve their work
execution. Because of the pricing, a PMS is not something every hotel will first think
about. A report called “Hotel Management System Software BuyerView” made in 2015
by a company named Software Advice noted that 25% of hotels still used pen and
paper for their front desk, 34% of hotels upgraded and used a special PMS software,
while 16% of hotels did not not have a management system at all.

In conclusion, to improve the image of an establishment, the Property Management
System should overall include: an easy, efficient but highly secured way to manage
data: something that will satisfy the needs of the customers and most importantly a
highly secured program that will improve the opinion






	
Element 2 – Hotel reputation


	The hotel’s reputation is also a key feature to build a successful hotel. It creates a
good environment to work in and it allows a level of trust to be built between you and
your potential customers. A good reputation with past client may produce free advertising if they recommend and share their positive opinions. 81% of travellers
always/frequently read reviews before committing to book a trip (tripadvisor) so
opinions and judgement is very fundamental. Misconceptions and bad reviews will
inevitably be put on the web as propaganda but, to deal with it effectively takes
practice and skill. Responding to the bad reviews is recommended by the blog
“Revinate” and also from a report on Expedia. Expedia shares “91% of travellers say
property owners and mangers should reply to negative reviews”. Having bad reviews
will downgrade your public image but responding to them saying something along the
lines of “we will ensure to fix this problem” will demonstrate the hotel has a high level
of responsibility and is open to any criticism. It also shows that the hotel values the
customer’s experience and wants to ensure they give the best of their abilities.

To sum this all up, a hotel’s reputation is a significant factor to expanding the business
and an important way to persuade more clients. Without a good reputation, the
company will not be an option to most people in the present day and time as everyone
now focuses on the opinion of others and truly rely on their critics.







	
Element 3 - Communication 


	
Communication in the work field is a factor every occupation needs and to be
successful you’ll need a lot of it. In a place of work, there are six types of
communication between the employees, employers and the client.

An important focus is leader communication. A leader should why their best to keep
their team calm and caught up. To guarantee this, the leader should be the one to
receive and deliver messages: new company policies, change in business strategies
and ideas to improve the work environment. But to keep the group optimistic, a leader
should push to persuade, inspire, encourage commitment.

Upward communication is also important as it requires talking to people in higher
positions than yourself. These should be formal by sending an email or creating
reports.

Having updates regularly is one of the most important and strongest ways to ensure
everyone has the same understanding of every situation that occurs. Updates often

are cut short but informs everyone what requires action, the surprise challenges,
potential risks as well as future and present wins

A commonly used form of communication is meetings as they are effective but also
classified as the ‘critical part of a workplace’s internal communication strategy’. To
have a high quality meeting, the members should leave encouraged and energised
with synergy built between the teams.

Just like hotel reputation, the customer’s opinion and review is very important.
Customer communication is just as important. This can occur face to face with the
client, virtual or written. Either way it is still important you can fulfil their needs as it is
essential you have their support.

The last type of communication is informal interactions. This includes the everyday
email and chats you have with your colleagues, making requests, answering requests,
asking questions and answering questions.






	
Element 4 - Staffing 


	The last key element to create a hotel’s oppression is the people that make the
business flow; the staff. Working in partnership can create positive relationships. This
will allow the business to become successful if employees work in a team. Sometimes
the hotel industry can get really busy and difficult to ensure that all guest are happy
with the service. It can be physically, and mentally, demanding. However, working as
a team with other employees can support to make the job better. It can also increase
customer service by making sure that all customers are being supported quickly. There
is nothing worse for guests waiting hours for assistance, it gives them a negative
impression which can result in poor review and them not wanting to go there again.

Hence why it is important for employees to work together in a team, this includes multi-
tasking as well as having great time management skills. It is also important to consider

that when working in the hospitality industry, employees should be able to commit their
time and efforts to making sure that the guests have a memorable experience
(Blueprint RF, 2020).
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