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Introduction: 
Hotels are complex and dynamic creatures that change over time in a variety of ways, including their size, function, location, form, and look. However, arguably the most significant change is how they portray comfort and luxury(Solnetet al., 2016).
Key Skills to Work at the Hotel’s Front Desk:
A set of skills are required for operating an effective success and when hiring and choosing employees, hotels pay attention to these competencies. Therefore, as a front desk employee,I have to emphasise the development of soft skills in pupils, including communication, multitasking ability, technological skills, time management, problem-solving, Customer service, negotiation skills, and teamwork skills. 
Communication Skills: To fulfil the fundamental requirements of customers, hotel ownersemphasized enhancingthe communication skills of their employees. The fact that communication is the route via which information needed for sound decision-making may be obtained highlights the significance of effective communication (Obeidat et al., 2019). The hotel's front desk crew I have played a key role in maintaining performance and customer satisfaction. To provide the hotel's most diverse operational exposure and constant visitor contact. They must also be highly adept at anticipating visitors' needs and exceeding their expectations. Front desk staff should be able to handle customer concerns, address complaints, and provide solutions. Good communication skills and a commitment to handling issues are needed (Jawabreh et al., 2022). 
Multitasking Ability: Multitasking and client orientation are entirely mediated by job engagement, with employee voice boosting and polytonicity acting as a buffer (Liu et al., 2021). Effectively handling phone calls, reservations, check-in, check-out, and customer request, keeping their composure, and being organized while working under pressure. 
Technological Skills:Technological skill is one of the abilities required in the twenty-first century to train leaders.  Using information and navigating it to solve issues and enhance work procedures is one of the lifetimes learning abilities (Freiman et al. 2016). Front-desk employees should know how to use the reservation systems, and other software and websites to handle bookings, check-ins, check-outs etc. Effective technological skills are essential for maintaining efficiency and contributingto the success of a hotel.
Time Management:As a front-desk staff, it is important to manage my time to handle numerous responsibilities effectively. With a focus on productivity, the front-desk employees must prioritise tasks based on significance and urgency. To work efficiently and accomplish more in less time, time management refers to allocating my time between various tasks. Stress and decreased productivity are the results of poor time management (Vasanthakumari 2019). 
Problem-solving Skills:Determining the issue, coming up with solutions, putting them into action, following up, reviewing the outcomes, and assuring customer satisfaction are all examples of problem-solving techniques (Samy, Moussa and Salama, 2023). Customers may encounter various issues such as billing errors, room discrepancies, or service criticism, front-desk employees should adept at any kind of problem-solving. At the front office, problem-solving abilities are crucial, and a skilled problem-solver is more likely to get promoted (Ahmad and Scott, 2014).
Customer Service:As aFront-desk employees’ my primary responsibility is to provide the guests will excellent service during their stay. I have to know how to give friendly treatment, have a positive attitude, address their concerns, and greet them with a warm welcome while checking in. Customer service is essential for sustaining income and can be done through self-service platforms, phone calls, in-person interactions, and other methods. Maintaining client connections is key to sustaining income (Amor et al., 2022).
Negotiation Skills: Finding routes between managers and customers to continually enhance the quality of service and the institution's reputation as well as channels between workers and management to improve the workplace are both examples of negotiation skills.  Flexibility is necessary for negotiation abilities (Haselberger et al. 2012). By applying negotiation skills, front-desk employees can maintain a positive relationship with customers and enhance customer satisfaction. 
Team Work: The strong relationship between teamwork and job happiness as well as performance shows how crucial these qualities are to an organization's success. Dash, Banerjee and Mitra (2023) stated all hotels must adopt measures to strengthen employee bonds since low levels of teamwork and satisfaction will lead to turnover.
Conclusion
The primary talents needed to work at a hotel front desk are those that have already been mentioned. Some of the abilities, though, may be picked up with time and practice. These talents may be improved with further instruction and direction, which will help them become more valuable to the hotel.
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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 a quick resolution of this scenario in the future?

	[bookmark: _Hlk135683718]Warmly Greet Guests: The first Encounter of guests are with front desk associates. Front desk associates. As a front desk associate at first, one will greet the guests with a warm and friendly attitude which will provide a positive impression of the hotel. A guest's pleasure or discontent with the service received will directly depend on how front-line workers handle host-guest interactions (De La O Hernández-López, Amaya and Blitvich, 2014). Besides, warmly interacting with the guest will help the guests understand the standard of the hotel and will make them revisit the hotel in the future. Therefore, one will ensure to establish a positive impression of the hotel as the image of the hotel depends on it. Considering that interactions between staff and customers may improve or degrade the customer experience (Yilmaz, 2018).
	Clear Communication: While reservations or interacting with the guests for any need, one will have clear communication with them. While bookings or check-ins, one will carefully listen actively, and ask relevant questions to the guestfor running the operations smoothly during my shift. Also, one needs to provide all the information to the head officers or colleagues that they have collected during their absence or leave. 
	Experience and Skills: Being a front desk associate, onehas gained valuable experience over time. One needs to have good knowledge and acquired the necessary skills to carry out various tasks. Based on my knowledge and previous time, one will try different approaches to different situations and identify which will bring effective outcomes. Experiential learning is more successful than standard classroom learning because it uses activities that are well-designed for learning (Azar, AlBattat and Kamaruddin, 2020). 
	Familiarising with Procedures: This will make onefamiliar with front-desk operations and procedures such as handling reservations, check-ins, check-outs, customer service, billing errors and systems etc. 

	Efficiently Handling Check-ins/outs: Logging in, making a reservation, checking in and out of walk-in guests as well as those with reservations. Typically, the front desk assistant is in charge of these duties (Pa et al., 2016). As a front desk associate, one will efficiently handle guests’ arrival and departure records. It is important to keep updated about the records in case of any uncertain situations. This will enhance the image of the hotel to the guests. One needs to carefully assign rooms, collect necessary information and verify reservations. 
	Organisation: Hereone will starttheir shift by organising all the necessary documents or files and the workplace. In terms of urgency in the other departments of the hotel, one will provide them with updated information if needed. To ensure that customers have a positive hotel experience, the front desk of a hotel requires a variety of talents at once such as organising the workplace (Quah, Aziz and Duralim, 2018). 
	Adaptability: The front desk is a place in the hotel where unexpected situations arise frequently. One well-thoughtplan can respond to and deal with changing situations without any disruptions. Assisting in the development of an organization's resilience via their job because they are aware of the connections between that resilience and long-term success, organisational staff members who are engaged and involved in adaptation are responsible, accountable, and busy (Adim, 2018). 
	Create Channels for Communication: There will observe and identify the key team members and colleagues and collect their information and contact numbers which include the department head, supervisor, or a colleague who will be able to assist me in the manager’s absence.  

	Providing Excellent Customer Service: Being a front desk associate, one has well knowledgeable about the hotel’s amenities, policies and services.  They will carefully deal with guests’ inquiries, requests or concerns professionally which will create a positive image of the hotel for the guests. Kumar and Nayna (2018) claimed that during the service encounter, the front desk staff are crucial in ensuring service quality.
	Problem-solving and decision-making: Oneneeds to be proactive while dealing with any uncertain issue or resolving problems that might arise during my shift. Using established policies as a guide, One will make informed decisions. The employee must determine if he/she has the skills and expertise necessary to find a solution, depending on how complex the issue is.  To address problems and improve performance, it is important to leverage and share staff expertise while making choices (Sousa, Martins and Sousa, 2019). 
	Efficiency and Time Management: A front desk professional’s responsibility is to organise, and prioritise customer choices. Being a front desk associate, one will organise the tasks and set priorities for the customers to run the operations smoothly. Important planning, creating goals, targets, or objectives, establishing time limits for the relevant tasks, delegating responsibility, prioritising activities, and spending the appropriate amount of time on the appropriate activity are just a few examples of time management (Arun and Srikumar, 2017).
	Emergency Contact List: Creating an emergency contact list for any kind of uncertain situation will help one to solve problems in the absence of the manager. For example, collecting contact numbers of suppliers, emergency services or other personnel in case of urgency. 

	Uphold safety and security: For the comfort and security of visitors, safety and security are viewed as crucial problems.  A top priority and extreme importance must be given by hoteliers to safety and security concerns (Ramaraj, 2013).  As a front desk associate, one will ensure security and safety by verifying guest’s information, and identity and maintaining confidentiality in sensitive matters. By doing so, guests will have a good impression of the hotel and feel safe while their visits.

	Handling Technology: One will familiarise themself with the front desk software and attend to the guests with their reservations, billing, handling queries, and check-ins/outs effectively during my shift. Although solely as a means of improving staff service, technology utilisation has a favourable impact on hotel services (Jovanović and Savoiu, 2016). 
	Continuous Improvement and Learning: As a front-desk associate, regularly analysing data and adjusting strategies will help improve my learning. As a result, this continuous learning will foster effective outcomes in the future. A hospitality company may maintain a competitive edge and give visitors a first-rate experience by using a continuous improvement method.
	Seek Help from Colleagues: As collaboration and teamwork help resolve issues, one will inform others about anything they need to handle an emergency with other staff or colleagues in the absence of the manager. As they have more experience, their guidance will help me solve the problems. 

	Maintain up-to-date knowledge about nearby sights and events:
Being a front desk associate, one will try their best to give recommendations to the guests such as local attractions, services, local restaurants and food options or events. This will boost guests’ interest to visit the hotel in the future. Helping guests with their travel plans will enhance their experience and create a positive impression of the hotel.
	Providing Excellent Customer Service: During the shift, to run the customer service operations, one will provide competitive service quality to satisfy customers’ needs and wants. Hotels should offer a competitive service to please their consumers and win their loyalty (Abdulla et al. 2017).
	Positive feedback: After implementing previous strategies, they will receive positive or negative feedback and depending on that, the result will show how effective my plans were.
	Keep Records Up to Date: Keeping up-to-date documents where all the procedures are well organized will help me carry out the necessary tasks in the absence of the manager.
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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:
Introduction: 
To carry out hotel operations effectively, some key elements play a significant role in enhancing operations, strengthening their brand and offering excellent customer service. However, these key elements include Property Management System (PMS), Hotel Reputation, Communication and Staffing.
	[bookmark: _Hlk135752484]
Element 1 – Property Management Systems (PMS)


	
One of the key elements of hotel operations is the Property Management System (PMS) which refers that a hotel property's integration of all the systems elements, including a computerised system for keeping information about hotel transactions, room administration, and reservation management, and front desk operations.The PMS application focuses on numerous front- and back-office solutions and has had a big impact on how hotels operate and conduct their everyday business (Collins and Cobanoglu 2013). The PMS helps produce reports including revenue, occupancy rates, and room rates and improves guests’ overall experiences. Besides, the PMS allows administration module access to data from many places, tracks back-office administration information, and enhances corporate communication and customer support (Moyeenudinet al., 2018). Through the use of PMS, the front desk operators can effectively handle bookings, reservations, room rates, billing process etc. Front desk operators can check guests in, make key cards for rooms, handle check-outs, and manage guests’ accounts seamlessly by using PMS as a tool. The main advantage of using a PMS for data management is the ease with which information can be exchanged and maintained among staff members. This is beneficial both for recruiting purposes and for situations where an employee must leave the company due to illness, vacation, or other reasons. It consists of work procedures, obligations, initiatives, performance, documentation, creation of business plans, and systems that benefit the organisation.

	
Element 2 – Hotel Reputation


	
When compared to other hotels, a hotel's reputation stands out as an intangible asset that encourages clients to make repeat purchases and pay a higher price for goods. To maintain a hotel’s reputation one of the key elements is guest satisfaction and when it comes to the many components of a service, the customer may simultaneously be satisfied and dissatisfied. Customer satisfaction may improve the standing and goodwill of the business (Karakas, 2014). Along with this, maintaining an active presence on social media can enhance the hotel’s reputation and enable hotels to get engage with guests, and share updates about the service of the hotel to boost reputation.Moreover, the service quality such as delivering high-quality room service, food options, well-maintained rooms, amenities, quick staff responses, and cleanliness establish a positive impression of the hotel. Moreover, monitoring and responding to online reviews of hotel services on different websites and apps will showcase the commitment of the hotel towards guest satisfaction. Image, brand, and reputation surveys and the implementation of a mechanism for receiving client feedback again. To check for reviews and opinions, research blogs and websites. If the clients are devoted and vocal on social media, reward them with awards (Kadieva, 2017).These key elements will engage the guests can gain customer loyalty and make them revisit the hotel. 

	
Element 3 – Communication 


	
In any business field, communication is the key to bringing an effective result. Effective communication within the hotel includes internal communication, customer communication, communication in different departments etc. To carry out hotel operations, it is important to establish clear communication channels among staff, managers, and other colleagues. By having internal communication channels, the staff of the hotel will be able to run hotel management smoothly. Effective communication among the group and teams will help resolve the problems and take decisions for the betterment of their service. Besides, the hotel must offer various ways to communicate with their guest such as phone calls, instant messaging, or email. Also, the staff should provide quick responses to the queries, needs and preferences of the guest which will enrich the quality of their service. Nevertheless, interdepartmental communication can be another key element to running hotel operations smoothly and effectively. Communication with the maintainers, front desk, and managers will ensure timely service and smooth operations. Communication of successful outcomes from hotels' sustainable practises has been proposed as an essential component of marketing plans to assist hotels stand out in the cutthroat hospitality industry concerning communication practises in sustainable hospitality. Hotel staff should have different language proficiency to attend to guests from diverse languages and communities and enable effective communication. 

	
Element 4 - Staffing 


	
In terms of recruiting staff, training, cross-training, motivation, and selection play a significant impact on guest experience and hotel operations Staff training is a critical element of human resource management to improve employee performance. Additionally, it promotes workplace specialisation and greater use of employees' skills. Hotel personnel are crucial to the rising standard of service; as a result, it's critical to develop staff by providing ongoing training in pertinent areas. When recruiting, staff training is essential for inspiring and encouraging workers, as well as for giving them the skills they need to execute their jobs, to increase production.  To find excellent hotel professionals, inspire them, and keep them on staff, cross-training can be effective. Cross-training, in which employees are sent to multiple divisions within the same department to gain experience and a deeper comprehension of the nuances present in each division or sector, is a win-win situation (Suhag, 2017).
Conclusion:
The above-discussed elements are the key elements in the hotel operations. A successful PMS can improve operational effectiveness, a good hotel reputation can engage customers and gain customer loyalty. Along with this, smooth communication between hotel staff and customers helps enhance hotel operations and customer satisfaction. Lastly, staffing can ensure quality customer service and smooth hotel operations. 
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