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Front desk abilities are areas of expertise utilized by those who work in a workplace or provide customer care. They denote a person's tough and gentle abilities in interaction, computer use, and organizational skills. Workers that need the ability to work at the front desk to perform their jobs include "office assistants", "hotel desk assistance", and consumer service personnel. Having various front desk talents helps people to portray themselves to an organization as desirable job applicants. Some skills for the employee of the front desk are as follows
Communications
Priority of the applicants should be given to "verbal and written communication skills" as well as acute listening abilities. Every day working as a "front desk" employee, they engage with a wide range of individuals including colleagues, senior management, guests, and company stakeholders. Due to this critical component of these professions, they must modify their speaking style in order to properly communicate with others. Hoteliers wanted to recruit front desk experts who appreciate effective interaction skills since it demonstrates that an applicant can interact with individuals from diverse circumstances as a result positively portrays their organization (Half, 2017). Working at the reception desk requires employees to have the ability to compose reports, financial records, and emails, with suitable style, vocabulary, phrasing, and punctuation. 
Listening actively
Listening skills are the method by which someone conveys their focus to an individual by communicating by using nonverbal cues such as smiling, modest vocal actions, nodding, and eye contact in the eye. Because front desk staff engages with clients and corporate individuals on a regular basis, listening attentively is a vital ability for delivering client service regarding job obligations. Their capacity to listen actively makes the individual speaking feel appreciated and heard. 
Multitasking
Receptionists are expected to handle many responsibilities at once. Balancing several telephone services, direct communication with customers, guests, and staff and secretarial chores are a few examples (Smith, 2022). Remain aware of the job and circumstances they have to manage on a routine basis and also how they accomplished so peacefully and successfully. 

Talents to solve problems
A receptionist in hotels must be able to solve issues and use their issue-solving abilities to deliver solutions. It's a vital skill since it guarantees the maintenance of routine corporate activities. For example, an office admin may consult the user guide to troubleshoot a teletype machine that consistently produces only halves of the paper on every page. They do several tests to find that they are required to modify the printing mode. 
Knowledge of computers
With the rising use of software applications to perform assigned work, frontline desk personnel must understand how to utilize technology to fulfill their job responsibilities. Knowing how to operate certain computer servers and software packages is a part of this (Half, 2017). Receptionists in the hotels for instance utilize computer applications to input scheduling information into virtual excel sheets. They also produce papers with word processing programs and maintain digital file systems. 
Customer care
Customer care is the method through which staff connects with clients in a pleasant and sympathetic manner in order to assist them in resolving issues or difficulties (Malinsky, 2022). To ensure client pleasure front desk workers must have outstanding customer care. 
Dependability
There are numerous opportunities to exhibit reliability in their application, from displaying their capacity to be conscious and reach corporate objectives or aims to showcase management on a key project (Smith, 2022). They may also demonstrate to an employer that they are dependable employees by detailing their everyday tasks during their most current employment. 
Teamwork
Experts at the front desk based on their location of employment collaborate closely with business associates. As well as other reception employees to complete daily responsibilities. As a result, they should work alongside as a member of a group and appreciate how collaboration helps the growth of a company. Throughout busy operating hours, for instance, a receptionist collaborates with other employees to split the chores of taking phone conversations with hotel customers and helping in-person demand. 
Flexibility
Flexibility refers to the ability to modify one's behavior in response to changing demands or intentions. Front desk employees must be adaptable in order to modify corporate schedules, respond to modifications in company rules and processes, and respond to shifts in worker instruction about their faxed or duplicating needs (Half, 2017). When companies notice flexibilities on such an applicant's cv. It indicates that now the prospect processes the necessary personality attributes to easily respond to shifts in their everyday workplace. 
Scheduling
Front desk personnel utilizes scheduling as a technical ability to build, modify and manage digital organizers or time table for corporate operations. 
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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?
 

	Train all staff members on the standards and expectations for customer service.
 
 
	The essential step to ensuring that operations run smoothly is to stay organized and efficient. I always take the time to document and analysed the performance of my team and myself. This helps me to identify areas where we can improve and helps me stay on top of our goals. 
	 I consider my hotel training plan to be the most effective because I have taken a comprehensive approach to develop it. I have taken into account the needs of both the staff and management, as well as the needs of the guests. I have carefully evaluated the existing training materials, and have tailored the plan to meet the specific needs of the hotel. 
	 Train customer service representatives on best practices for handling customer complaints and responding to inquiries. 

	 Invest in the latest technologies to improve the customer experience. 
 
 
	 I will make sure that I am well prepared for my shift by having a plan of action and a positive attitude. I take a few minutes to assess the overall workflow and identify any potential issues. If I see anything that could cause a problem, I address it right away.
	 Implementing automation technologies would improve efficiency and accuracy while reducing costs. Automation technologies could include automated check-in, automated room cleaning and maintenance, and automated customer service processes.
	Ensure that all departments involved have access to the same information and tools needed to quickly identify and resolve similar scenarios. Develop a system for logging and tracking customer issues, so that the support team can quickly identify patterns and trends. 

	 Monitor feedback from guests and use it to improve the customer's experience. 
 
 
	 I will make sure that I am well organised. I will have a checklist of tasks to complete and a timeline for when I need to complete each task. I will also make sure that I have all the necessary forms, documents, and supplies I need to complete the tasks.
	 Monitoring feedback from guests is essential for creating an effective hotel plan. It is important to assess customer satisfaction and review what guests like and don't like about their stay. 
	 Established a process for evaluating the effectiveness of the response to similar scenarios and make any necessary adjustments to the plan and procedures.  Ensure that the support team has access to the necessary tools and resources to quickly diagnose and resolve customer issues.

	 Provided excellent customer service. 
 
 
	 I will communicate with my team and other departments to ensure that everyone is on the same page. I will take the time to explain any new procedures or changes and make sure that everyone is aware of their tasks and responsibilities.  I review any customer orders that have come in and make sure they are properly documented and prepared for processing.

	 My plan for excellent customer service in the hotel.  The industry would focus on ensuring that guests feel welcome, valued, and respected. I would prioritise providing personalised experiences for each guest based on their individual needs and preferences.
	 Provided regular training and updates for the team responsible for responding to similar scenarios, to ensure that they are prepared for any future occurrences.  Provide regular training for the support team to ensure that they are up to date on the latest technologies and solutions.

	 Stay active on social media to keep guests updated on all the latest news and promotions. 
 
 
	 I will stay on top of any paperwork or reports that need to be completed. This includes making sure that any data is accurate and up to date. And that any reports are completed and filed correctly.  I remain in constant communication with my team and customers throughout the shift, providing updates when necessary and ensuring everyone is on the same page.
	 The most effective social media plan for the hotel industry is one that provides an engaging and interactive platform for guests. This plan should include frequent posts that highlight the hotel’s amenities and services, as well as special offers and promotions.
	 It is essential to create an effective response system that can quickly address customer inquiries. This should be done by creating a system that can prioritise customer inquiries based on the urgency of their request. Establish a clear chain of communication between the customer and the support team. This should include a detailed description of the problem and any steps that have already been taken to diagnose and address the issue.




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 property management system (PMS) is a software facility used in a hotel’s administrative tasks and reservation management aspects. The essential functions of property management are reservations, housekeeping, payment processing, occupancy management and front desk operations (Adeyinka-Ojo et al. 2020). The PMS software aspect helps to control financial transactions and reservations that have allowed hotel workers to perform proper HRM management. This PMS management system helps in technology innovation in the hospitality industries, and it can be behavioural, physical or emotional. 34% of UK hotels have applied their unique software to manage their hotel management systems.
The benefits of PMS are 
Increased housekeeping efficiencies
This software may alert the housekeeping staff to the time of arriving customers whose rooms should be prepared, or it helps the hotel staff update during the time guests check out. Thus, it will help to manage room arrangements in a faster way. 
Improved revenue 
PMS mainly connects financial and operational processes and leverages all pre-bookings to manage accounts receivable, payment gateways, payment processors, point-of-sale systems, and account payable properties (de Bastos, 2022). Thus, reporting, analytics and competitive intelligence help to improve the hotel's internal operations. 
Increased guest experience 
The administrative operations promote consistent provisions of quality operations. Also, in a hotel's PMS, staff always remain ready to remember customers' requirements so that they can match their demands. 
High data securities 
Hotel's confidential data should be stored in the cloud to be safe in security features. The information of a hotel's PMS has always remained securely backed and encrypted. If any system issues have happened, the hotel data will remain accessible for the PMS users in the hotel business





	
Element 2 – Hotel reputation


	
Hotel reputation management defines influencing and monitoring how the hotel keeps track of online posting, reviewing and engaging on social platforms. It shows optimisation towards revving sites in search engines and social media platforms. A hotel's reputation is hugely important as it drives customers to a specific hotel to have their services and products (Anagnostopoulou et al. 2019). It has a direct impact on the hotel's operational occupancy level in a long way. The hotel reputation management is responsible for collecting growth of business and helps increase brand value by serving reputed guests and boosting revenue. A UK hotel survey explores that 10% improvement in custom reviews can lead to a 4.4% rise in sales. 
Effectiveness of hotel’s reputation management strategies 
importance in reviews culture
The reverse culture helps in marketing in the hotel business as customers mainly trust positive online reviews more than website-provided services. Most of the customers get dissatisfied and leave specific harsh feedback but positive reviews with real-life experiences attract and make them believe in a hotel's services. For these reasons, taking an active role in online reputation is essential.
Competitive advantages 
The effectiveness of reputation management reflects in rising customer engagement aspects in a hotel business. The brand name and positive awareness helps people to become interested. As a result, satisfied customers will be quick to choose a suitable high-rated hotel compared to a cheap company.






	
Element 3 - Communication 


	
Communication is the process of exchanging information, ideas, throughs,  feelings and emotions through speech and writing behaviour. It is a means of connecting people or groups of people, and a key element in the development of relationships. Communication is an important process of sharing a person's own thoughts, expressing their feelings, and knowledge and describing different types of details. 
Communication is essential for healthy relationships and successful businesses. It is the primary means of exchanging information and ideas, coordinating efforts, and ensuring that everyone is on the same page. Furthermore, effective communication skills are essential in a variety of professional settings, including customer service, sales, management, and team building. In short, communication is essential for getting things done in life. 
Communication is essential for the hotel industry, as it helps to ensure customer satisfaction. From the moment a customer makes a reservation to the time they leave, communication is essential for providing an enjoyable experience. Hotel staff must communicate with guests in a friendly and professional manner, as well as with other departments such as housekeeping, maintenance, and food and beverage (Shen et al., 2020). Effective communication is also necessary to ensure that guests are aware of hotel policies, services, and amenities. Additionally, communication is key to successfully managing customer service issues and resolving customer complaints. 
Effective communication is essential in the hotel industry, as it helps ensure that customers have a positive experience. When hotel staff can effectively communicate with each other and with their guests, it ensures that expectations are met and that any issues are quickly resolved. Good communication also allows for greater understanding between customers and the hotel staff, which can enhance the overall customer experience.







	
Element 4 - Staffing 


	
	Staffing is the practice of recruiting qualified applicants for particular roles inside an organization or corporation. Staffing is defined in hotel management as the process of hiring people by assessing their abilities and expertise and then assigning them particular job positions based on those evaluations (Mamgain, 2022). It is critical that every single individual be assigned to the appropriate role within the company based on their creativity, specialties, skill, and intelligence so that the hotel business may achieve its predetermined goals with the full participation of its workforce. As a result, it could be stated that employment is a fundamental function of any hotel industry. 
Each and every hotel industry wants to be regarded as a corporation that gives the highest level of service and distinctiveness. These may only be accomplished if the packages available are satisfactory to consumers. Because clients' expectations vary the company is expected to deliver the finest service possible to prevent any disgruntled visitors. Besides normal qualifications necessary to obtain a career in the hotel industry for other aspects such as academic achievements, talents, and physical traits. Because workers often deal with visitors, the hotel seeks workers that are capable of providing the greatest guest relation. Candidates must have the correct attitude and personality such as politeness. Elegance under pressure, honesty, and putting the additional miles are all qualities that employers value. Many candidates get the ability and qualifications but only several have the appropriate mindset for the position. As per the view of Rattner, (2020), employment growth has essentially unchanged in the hotel industry which suffered the most severe damage in the springtime and is still fallen by "3.4 million ” new jobs during the pandemic time.
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