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To ensure that every guest has a positive stay, it is the job of the front desk staff (also known as guest services staff) in a hotel. Typical duties include greeting visitors, processing their check-in and check-out, taking their reservations, addressing their questions and providing information (Shin et al., 2019).

Working at a hotel's front desk does not require a four-year degree or prior experience, though an associate's in business, administration, or hospitality can be advantageous. Aspiring managers in the hotel business often start out in the front lines, helping guests. Ability sets utilized at the front desk of a business or other institution serving the public. They suggest the communicative, technological, and time-management abilities of a person. Professions that require front desk abilities include receptionists, office assistants, hotel desk assistants, and customer service representatives. Possessing a variety of talents relevant to working at the front desk can help you stand out to potential employers. Knowledgeable in a wide range of technical and social facets, front desk personnel need a wide range of abilities. Front desk staff at hotels typically need to have some or all of the following abilities and skills:

Interpersonal communication: Working at a front desk means talking to many different people every day. They may range from higher-ups to coworkers to customers and clients. Due to the significance of this part of the job, you'll need to modify your approach to communicating with them. Front desk hiring managers place a premium on interpersonal communication skills because they indicate an applicant's ability to relate to customers of different cultural backgrounds in a way that makes a good impression on them and on the firm.

Friendliness: While visiting a hotel, most visitors will initially interact with a member of the front desk staff. Hence, it is imperative that front desk personnel be warm and friendly. The best employees in the guest services industry always have a friendly grin and greeting for each and every visitor.

Active listening: With the use of facial expressions, head movement, and eye contact, as well as brief vocal expressions, active listeners show that they are paying close attention to the speaker. Front desk employees regularly engage with both clients and other employees, making active listening a crucial skill for both giving excellent service and learning new tasks. They are able to make the speaker feel valued and acknowledged by practicing active listening skills. A hotel front desk agent, for instance, can utilize active listening to make a guest feel heard and understood when handling a complaint.

Problem-solving: If you work at a hotel's front desk, you'll be the first person guests go to when they have an issue. Some issues may not be particularly serious, such as a need for restaurant suggestions. This could be a big issue, such as a guest whose desired wheelchair-accessible room is not available. Emergencies, such as a sick visitor, may sometimes arise out of the blue.

Teamwork: Collaboration is a common requirement for front desk workers. When faced with a challenging issue, front desk workers often need to collaborate with one another. Sometimes, they have to coordinate with the hotel's parking, housekeeping, and management staff to solve a guest's problem. Working at a front desk position requires a high level of interpersonal and collaborative skills.

Guest service: A hotel cannot continue to operate successfully in the absence of paying customers. Because of this, providing excellent customer service is third most in-demand talent cited in job listings for front desk positions. It includes being nice and friendly, working quickly and properly, finding solutions to difficulties, and doing whatever else is necessary to ensure that hotel guests have a pleasant experience. Even while there might be less personal encounters for a while, the front desk employees will still be the first people customers look to for assistance even though there might be fewer of such conversations. Front desk are approached first by guest. 

Computer literacy: Computers are essential for front desk staff in order to maintain records, process payments, and carry out other duties. You don't have to be a tech pro, but you should at least know your way around a computer. Either you already know how to use the software the hotel employs, or you have the ability to pick up new programs rapidly.

Some of the other qualities that a hotel front desk may need are:
· Sentence-Level Definition
· Confidence
· Concierge
· Concierge
· Resilience
· Paying Attention
· Negotiation
· Empathy
· Patience
· Focus
· Agility
· Versatility
· Compassion
· Initiative
· Critical thinking with a focus on others
· Diligence (Hu et al., 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?


	
Provide a warm welcome and      check guests in.

	
Dress to impress.
Pose some queries.
Make small and warm gestures.
	
Most of the guest prefers a well-dressed and warm front desk representative.

	 
Make the other staff dress properly and try to make few errors as much as possible.


	
Validate and update client billing and contact details.
	
Approaching the guest with their exact amounted bill and providing different methods of payment such as cash, card swipe or online.

	
Since the use of modern method of payment through different means if possible and most of the guest uses bank cards or online payment.
	
Prepare extra set of plain bills and having extra card swiping machines.

	
Attend to incoming calls and electronic messages.

	
Greeting the caller and helping them as much as I can or letting the other superior member inform about the call
	
Most of the work will be of small chores and of no need of other supervisors or managers
	
Being prepared ahead of time about information of the hotel and price or packages that are available.


	
Help manage both incoming and outgoing mail.

	
Interacting with the active users by the mail or if it’s different from my field, will try to inform it to the manager via call or mail

	
Because most of the mail may be associated to the superiors or related to the price of the room and events
	
Asking some tips or advise from the manager, what to do when he is not present and the mail is important for the hotel

	
Keep reception area clean and welcoming. 
	
Cleaning the area beforehand any guest arrival and make the other helper staff to clean the waiting area of the guest as well

	
Cause the Guest do not want to see dirty and unhygienic reception area, since it is the main face of the hotel
	
Making the cleaner staff to do their chores on time and clean the reception area before the beginning of the day at the night



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 hotel's administrative and reservation processes can be streamlined with the help of a property management system. Some of the most important back-end functions are guest services ( frontdesk), bookings, distribution channels, maintenance, pricing and payments. PMS software is most often used for financial and reservation management, but it also has ancillary uses in areas like maintenance and human resources. As a whole, PMS helps streamline a hotel's most crucial internal and external operations (Buhalis et al., 2022).

It's typical for a PMS to automate  wide variety of functions, such as:
· Bookings
· In-and-out-of-the-Hotel Procedures
· The Integration of Telephone Systems
· Incorporation at the point of sale
· Planning events
· Budgeting for food and drink
· Hotel supply-chain management and inventories
· Key Performance Indicators Reporting
· Safes and door locks
The hotel property management system has evolved into a helpful tool for improving service to visitors. There are a growing number of hotels that have developed branded mobile applications that can be synced with the property management system. After making a reservation, guests can use the hotel's mobile app to check in and provide identification documents from the comfort of their own cellphones. As a result, the guests won't have to go through the hassle of checking in at the front desk, and the hotel personnel may immediately show them to their rooms. Further, visitors can utilize these apps to communicate with the hotel's personnel and request certain services. Modern hotel property management systems collaborate with other cutting-edge technologies such as AI, robots, VR, etc., to increase bookings and revenue (Tripathi et al., 2022).













	
Element 2 – Hotel reputation


	The term "hotel reputation management" refers to the process of keeping tabs on and shaping the public's opinion of your establishment anywhere it appears online. While the idea originated in public relations, it has turned its focus to online resources such as rating review sites, social media, and search engines.
Tips for effective hotel reputation management:
Stay active on social media: With the use of social media, you can show off your brand's visuals and give it a voice to communicate with its fans and customers in a personal and direct way. Consistency in posting is essential for developing and keeping your community of planners and your target audience, especially in light of the vast amount of content available on every social media outlet. Strike and maintain a consistent brand-appropriate tone in all of your communications. 

Engage with your audience in real-time: Through social media, you can have one-on-one conversations with the event's organizers and other participants. Loyalty to a brand, which in turn enhances the possibility of future bookings and stays, can be boosted by true interaction and connections. 

Optimize your website for search: Taking care of your hotel's online reputation includes making sure your site is optimized for search engines. Having a high search engine ranking increases the chances that people will visit your website. There's also a chance that Google won't give your site a high search ranking if it thinks consumers are having a bad time there.
Use Google Lighthouse to check how your site is doing and how to enhance its quality (Pollák et al., 2020).






	
Element 3 - Communication 


	The hospitality sector relies heavily on effective communication. If you want to keep your customers happy and your employees motivated to provide excellent service, you need a reliable method of communicating with both groups.
Effective communication skills are essential in the hospitality industry for establishing positive relationships with guests, addressing their concerns, and delivering a positive experience overall. Communicating in a clear and precise manner helps to prevent the kind of misunderstandings and miscommunications that can halt business activities in their tracks. In the hospitality sector, there are primarily two channels of interaction:
Interpersonal communication: where supervisors met with workers face-to-face, either one-on-one or in smaller groups.

Written communication: where notes are taken and shared with employees (Sonnenschein & Ferguson, 2020).
 
Here are some of the important tips to improve communication in Hotel:
Instruct your staff on the value of open lines of communication: Motivate your staff to do their best by explaining why they should care about keeping up with company news and developments so they can serve customers better.

Use the internet and mobile phones: Invest in a cutting-edge internal communications solution that relays information over digital channels and reaches remote workers via mobile devices so that crucial announcements are always received, no matter what employees are doing.

Get worker opinions: Providing a channel of communication between management and staff is crucial, as it fosters a climate of openness and trust, promotes transparency, and alerts management to problems that could otherwise go unnoticed.

	
Element 4 - Staffing 


	When it comes to staffing a hotel, there are a lot of moving components and it's a never-ending cycle. Managing people is a complex endeavor, and to grasp it fully, one must get familiar with the various aspects of staffing and how they all influence the business and its employees. 
In the hospitality sector, a general manager is accountable for many different tasks. He needs to be articulate, decisive, and able to take responsibility without being micromanaged. The hotel's employees ensure that each guest is greeted by a spotless room and public space (Sudarmayasa et al., 2022).
Here are some of the most common hotel staff jobs:	
Front of the house: The front desk personnel of a hotel is the first point of contact for guests. The hotel's operations staff is responsible for taking reservations, checking visitors in and out, and answering guests' questions.

Support staff: The hotel's service staff is responsible for assisting visitors with their luggage and parking needs. Also, they may be asked to drive hotel shuttles and provide information about nearby attractions.

Housekeeping: Every aspect of the hotel's routine cleaning is overseen by the housekeeper. Sheets are changed, beds are made, trash is taken out, floors are mopped, personal care items are restocked, and common areas are disinfected. Mini-bars and coffee makers in guest rooms are stocked by housekeeping as well.

Foodservice: A hotel's bar, cafe, and restaurants all require the services of a food service crew. Employees in this department are responsible for seating visitors, taking orders, delivering meals, collecting payment, and clearing tables (de Bruyn & Chibili, 2019).
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