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[bookmark: _Toc126203094]Introduction
The front desk role in a hotel is demanding yet profitable and necessitates various skills. Front desk staff members play an essential part in establishing a favourable initial image and guaranteeing visitor contentment as customers' initial point of interaction. Front desk employees need a broad range of abilities to do their jobs well, including resolving customer problems and promoting hotel offerings. Due to this, having the appropriate skills and abilities is crucial for both the position's effectiveness and the hotel as a whole. 
[bookmark: _Toc126203095]Significance of Having the Right Skills 
Effectiveness as a hotel front desk employee depends on having the skills needed for the position for several reasons, including enhancing customer service. The ability to provide outstanding customer service, communicate effectively, and pay attention to everything are crucial traits that help make an impact and guarantee visitor happiness. Additionally, front desk employees with the appropriate skills are more inclined to love their jobs and feel competent in their roles. Higher work enjoyment and decreased staff turnover may result from this. Additionally, front desk staff members with sales abilities and awareness of hotel services and facilities may contribute to profitability by recommending and boosting sales to visitors. The front desk employee's level of service has a significant effect on the hotel's image.
[bookmark: _Toc126203096]The Primary Skills Required to Work at a Hotel Front Desk
[bookmark: _Toc126203097]Excellent communication skills 
Efficient customer support depends on excellent communication. Front desk employees must be capable of listening to visitors' demands and replying in a kind and polite way (Gardi et al., 2021). Front desk staff can manage customer problems and difficulties more efficiently with proficient communication skills (Kearney et al., 2017). Good teamwork among front desk staff members and coordination of activities may assist in ensuring that customers are given a flawless level of service.
[bookmark: _Toc126203098]Attention to detail
For the handling of visitor registration to be precise and reliable, close attention to every detail is essential. Front desk employees must be capable of entering data properly, including room reservations, payment details, and special requirements.
[bookmark: _Toc126203099]Technical skills
For critical activities, including managing visitor information, room bookings, invoicing, as well as other things, many hotels implement computer servers. To do their jobs well and quickly, front desk employees must be skilled with these technologies (Shin et al., 2019). Computerised systems assist in maintaining the accuracy and reliability of the handling of visitor data. To prevent mistakes and inefficiencies, front desk employees must be able to precisely enter information into the software (Montargot and Lahouel, 2018).
[bookmark: _Toc126203100]Flexibility
Flexibility enables front desk employees to offer outstanding service to customers by rapidly and skillfully attending to visitor requirements (Minh, 2015). Employees at the front desk need to be functional and flexible to perform multiple ranges of duties and shifting conditions.
[bookmark: _Toc126203101]The ability to stay calm during stressed working hours
Employees at the front desk must explain the services in-depth and pay attention to customers' needs and concerns. Being composed while working under pressure will give guests a great impression of the individual and the entire hotel industry. Additionally, the front desk personnel must maintain calm once an issue arises since it will be simpler to find a sensible solution.
[bookmark: _Toc126203102]Being organised
The front desk position is demanding and hectic. The people at the front desk are frequently required to handle many tasks at once. Organised employees will be better able to handle pressure, complete their work efficiently and on time, and complete all other responsibilities as necessary.
[bookmark: _Toc126203103]Significance of the Primary Skills 
These skills and abilities are vital for front desk employees in the hotel industry to carry out their tasks successfully and provide remarkable service to customers. Front desk employees in the hotel sector need the necessary skills since they are significant to professionally doing their jobs. 
[bookmark: _Toc126203104]Conclusion
The front desk is an important part of the hotel sector, and front desk employees play a key role in delivering quality customer service. Front desk employees must have a variety of critical talents in order to complete their duties successfully. Certain skills are required for answering client enquiries, managing difficulties, and preserving the front desk's competence and productivity. Front desk workers with the correct skills and abilities can guarantee that visitors experience smooth and great service and add to the hotel's profitability.
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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 will first greet the incoming guests in a friendly and courteous manner, where further I will handle their booking and room registration effectively, including their room keys distribution and payment processes.


	I will aim to run my front desk operations smoothly by scheduling my tasks for the day. I will punctually handle the registration task by providing each guest's check-in and check-out activities every ten minutes of my shift.
	My check-in and check-out guests’ activities will be effective because they will enable the guests to access their rooms 24/7 while also permitting them to book their stays even if they arrive or catch their flight late.

	In case of any rise of risk in my guests' check-in and out services, my contingency plan will entail manual check-in through registration cards and the check-out of guests through a Guest Balance detailed report with the help of the hotel cashier.


 

	After assigning the incoming guests to their respective rooms, I will move on to manage the online and phone reservations with compassion and patience.

	I will seek to conduct my reservations operations smoothly by first finding out the details regarding the guests' requirements, then checking the availability of the related resources and will then proceed to accommodate in the database.

	I believe this approach to hotel room reservations will be effective because it will keep the guests engaged with the details about the hotel, whether they are online or on the phone. This way, I can manage to handle my previous process by constantly updating the guests about reservations. 
	The most convenient approach to handling any mishaps during my operation is by changing the travel booking dates further than scheduled because this will allow me to give each guest equal time regarding their requirement and accommodation details. 

	Upon doing my reservation duties, I will move on to handle the incoming online or physical guests' feedback and complaints.


	I will aim to listen to the guests’ complaints with utmost empathy and concern and will isolate them from eavesdropping guests. I will try to propose the best alteration present at the moment while paying heed to the amendments required. 
	This plan will be effective as well as convenient because I can prevent the guests' self-esteem to damage because of the hotel's shortcomings while also succeeding in providing the best solution possible at hand, altogether satisfying the guest at the instance.  
	My contingency plan will entail rechecking the service, which disappointed the guest and fluctuated in its operations for the best process conduction. The plan will also entail offering complimentary amenities to the dissatisfied guest or providing a discount on their bill. 

	I will keep in touch with the housekeeping staff in order to provide the incoming guests with details about the offered room services, amnesties and products.


	In a timely and professional manner, I will aim to cater the room information to the guests by ensuring that the housekeeping operations are aligned with what the guests require in their stay.
	The approach of maintaining and engaging with the housekeeping services according to the desires of the guests aims to be effective because, through this plan, I can manage to cater for the guests with the service they require and, in turn, gain their positive feedback. 
	My backup plan in case of any risk will encompass the direct use of technology for communicating with the housekeeping staff in terms of arranging the rooms and the products as per the guests’ requirements. 

	After monitoring all of the operations, I will maintain the updated guests' profiles and history.


	In an integrative manner, I will take time to obtain feedback about the hotel's services and facilities from every guest. I will do so by offering discounted amenities for their next possible visit and updating their profile for future benefits.
	This plan will be quite effective because, at the end of the day, I will successfully collect guests' feedback in an effort to make amendments to the hotel's process and services for better future execution. 
	My contingency plan will aim to include different feedback channels for the guests to provide their essential feedback. The presence of different channels is vital for the varying feedback preferences of the clients. 



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)


	[bookmark: _GoBack]A property management system (PMS) is defined as a software application in which operations and executions for hospitality capacities and commercial with residential rental properties. Further, this system is known for doing tasks such as booking by guest, check-ins and checks out, event planning, telephonic system, costs of food and beverages, disclosure of key performance indicators, and security with room locks. Generally, PMS promotes the main functions in a hotel clicked to internal and outward procedures. Hence, many big players have implemented innovative technologies which depend on the Internet of Things infrastructure (Wang & Zhang, 2021). Recently, hotel property management systems have been used by big hotel chains, small hostels, and all in between. Through the use of PMS, hoteliers are not efficiently able to manage the different hotel tasks, such as booking status, food costs and room reservations. A PMS is helpful in order to see reservations in a way which includes bookings of rooms, e-payment, room inventory and allocation, emails and calls for reservations, and different booking activities. Further, this system is helpful in front-desk functions and room administration. It includes activities such as keys management, audits, room controls and its status. It is also useful in controlling inventories and booking through websites. A PMS also helps to improve the revenue system and apply effective pricing strategies. Many hoteliers focus on revenue management significance, which helps to predict and forecast occupancy rates which also leads to deciding hotel pricing. Thus, this system helps manage the hotel's internal and external work effectively (Kuzmin et al., 2018). 








	
Element 2 – Hotel reputation


	
The hotel's reputation is essential as it also sees importance through critical implementation measurement. The hotel's reputation is considered an asset for any hotel. A good reputation is required to support stakeholders and enhance and improve the competitive association. Further, hotel reputation is seen in management, leadership, quality, clients, social duties, and communication. It also considers the connection between hotels and their consumers. Further, it also shows that employee satisfaction is needed to influence customer-hotel relations, which will help the workplace give service experience to its customers (Qoura & Khalifa, 2013). The hotel sector invests in constructing its impression and reputation. Reputation is also defined as the stakeholders' persuasions, estimates, and viewpoints of the hotel's firm, which is based on its previous performance. Therefore, a hotel's reputation for any hotel is essential. The hospitality industry sees image and reputation, which also fits additional factors such as services, quality, perceived significance, and customer satisfaction (Lai, 2019). It is argued that hotel reputation is considered necessary, which directly influences a hotel's occupancy in the long run. Hotel reputations should be maintained in order to progress and develop the business. If the hotel is effectively managed, the hotel develops brand value and customer loyalty and helps generate hotel revenue. Customer loyalty and satisfaction are essential and fundamental elements in reputation, which needs to be maintained in the hotel industry. Further, customer significance decides how reputable the hotel and it should provide wholesome and high-quality services to its customers (Mmutle & Shonhe, 2017).












	
Element 3 - Communication 


	
Communication is also known as interaction, which is considered to b a fundamental component in the hotel industry. Further hotel communication also sees that managers are effectively communicating with each other in order to ensure that all work is properly done and managed. Hence, communication also happens with the customer to ensure that all their needs and demands are effectively fulfilled. The hotel retains its main rapport and reputation with its customers if the demands and needs are thoroughly communicated. Thus, excellent communication skills are needed in order to build trust with customers, resolve fights and create a positive guest experience (Gibbs et al., 2015). There are different types of communication in the hotel industry which are verbal, non-verbal, written and interpersonal. Therefore, supervisors confront employees and also guests to see the fulfilment of the immediate demands are met. Hospitality managers experience communication barriers and challenges due to language issues among employees. Further, a study showed that employees do communication to get the work done and also please the interpersonal necessities of inclusion in an environment. Employees with a high level of interaction are satisfied more than other employees. The hotel managers should improve their communication and interaction skills in order to ensure listening, helping and caring for employees are done. Internal communication in the hotel includes leaders communicating information with employees. At the same time, external communication includes communicating with guests to make sure all services are given to them. Through the communication system, the hotel's capacity grew (Mary et al., 2014).











	
Element 4 - Staffing 


	
Staffing means hiring and recruiting people in order to provide services to the existing organisation. Hence, if employees' skills match the organisation's requirements, the individual is hired. The staffing procedure includes the recruitment, selection, training, development, transfer, promotion and compensation of personnel. Further, staffing tasks are produced and performed by the human resources department of any business or firm (Pahos & Galanaki, 2019). Exceptionally, two clusters of staff conduct human actions in hotels. The first group embraces operating executives in the line department. The second group is comprised of specialists in the staff division. Mainly, line departments are instantly concerned with commandments like front desk, meals and beverages, and housekeeping with engineering and maintenance departments. There are also house departments that further see hygiene and preserve the hotel's standards. At the same time, the engineering department looks after the supply of air-conditioning or heating, electricity, carpentry, and civil works of the hotel (Sourvinou & Filimonau, 2018). The hospitality industry is growing and expanding with time. Hence, for staffing, there is a structured process that an individual has to pass, like screening, interview, trade test, aptitude test, medical evaluation and stress assessment (Olimovich et al., 2020). The positive politeness strategy to be applied by Japanese hotel staff in Bali includes attention, assistance, and sympathy towards the guests' needs and demands and using daily language. Hence, all these strategies are not threatening towards guests. In the hotel, taking care of guests and providing a satisfying experience are the primary duties of the employees (Kusumarini et al., 2021).	
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