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A hotel front desk is an opening gateway of the hotel which gives the first impression to the guests where they are standing (Koyuncu and Koyuncu, 2015). The hospitality word itself gives a meaning of welcome and friendliness so the office of the hotel’s front desk is responsible to show their hospitality in true means. Therefore, working at the front desk consists of many skills which are discussed below: 
· Clear Speech: When guests choose any hotel to stay they expect a comfortable environment like their home or better than their home. In this context, when they meet a person at the front desk actually speaking to their first contact and the way of speaking matters a lot to a guest (Bardi, 2011). Therefore, it is necessary to give a clear speech in which required information is provided without wasting precious time of the guest. 
· A polite manner: When a receptionist at the front desk speaks tone of voice, selection of words and delivery of conversation gives the impressions to the guests to judge the communication process whether its polite or rude (Miller, 2021). The hospitality industry is very much about selling of services that’s why polite manners are very much necessary.
· Excellent verbal and written communication skills: The front desk of the hotel is the point where necessary information is given to the guests. Therefore, a person at the front desk must be able to inform and guide guests through verbal and written communication (Koyuncu and Koyuncu, 2015). People are different in their nature and personalities, some of them are very jolly and friendly in speaking so when they appear as a guest most of the information they can get verbally. However, some guests are shy or reluctant and maintain a decent space in communication, to deal with these kinds of guests the person at the front desk should see if the information can be given in writing must do that. Though, it is recommended to make communication in writing with guests to make everything clear.
· A good telephone manner: Telephone has a very prominent status in the hotel industry and still maintains importance along with email, fax and other communication devices. While answering phones, a decent, polite and confident voice gives a positive impression to the guests (Bardi, 2011). Phone calls can be varied for different purposes including inquiry, booking, complaint, emergency or even wrong numbers. The demand of professionalism at the front desk is to keep the standard and maintain the manner while answering calls whether speaking to polite or angry customers. 
· Excellent IT skills: In today’s world an IT illiterate would rarely get a decent job. At the front desk office, excellent IT skills are required to perform daily activities. The job responsibilities involve checking booking details, assigning rooms, email communications, taking print outs and many other activities which demand good knowledge in working with computer accessories (Koyuncu and Koyuncu, 2015). 
· Customer service skills, patience and tact: Dealing with customers without customer service skills is like diving in a river without knowing how to swim in simple terms. Customer service skills in simple words, “knowledge delivered with care to make life easier for the customer!” At the front desk, dealing with every type of customer with patience and tact is actually retaining existing customers and winning new customers along with saving irate customers from losing (Miller, 2021). Good customer service skills are smartly observing the demands of customers and giving them the right solution without any mistakes. 
· Being calm, organized and able to do multitasking under pressure: In the hospitality industry, holiday seasons, events, festivals and different openings are very important factors of the business. The industry gets more business in these days but too much pressure also comes with loads of bookings, and demands of services (Wen et al. 2020). It is a real test of employees in the hoteling business how they perform under pressure. The expectations at the front desk during such situations from the staff is to stay calm and organized also maintain multitasking to avoid any delays in service. Multitasking means answering many inquiries, dealing with number of guests and solving complaints taking onboard all the relevant departments.
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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?


	For intelligent front desk hotel management, it is necessary to get the details of all relevant information, upcoming events and responsibilities of people (Koyuncu and Koyuncu, 2015). As a result, I will login the log sheet into the computer and manage the physical register at the front desk to understand the bookings, expected check-in/checkout and any special instructions.


	Once I have seen the log sheet properly with the instructions, I will then make a plan as to how to run the shift smoothly. The basic is to get knowledge about the job and how to do the job (Bardi, 2011). I will also call the duty manager/supervisor and discuss what I have understood from the log sheet.
	I will make my plan after getting the correct information from the reliable resources. Therefore, my plan will be correct and effective as following the guidelines always helps to avoid mistakes. 
	I will write a set of instructions to perform a job at the front desk. When instructions are correctly written at the front desk it makes it easier even for a new staff member to work effectively (Miller, 2021).
Therefore, my written instructions may also support new staff members who may cover this job role which will enable them to read the instructions and perform there role confidently.

	A short but effective team meeting to clarify the tasks and avoid confusions if any is a important step in the front desk management (Miller, 2021).
I will call a meeting with the doormen, bellboys, concierge, receptionist, reservation agents and guest experience officers after reading the log sheet. In the meeting I will gather more information about their roles and inform them that I am covering the manager for that day.
	In the meeting, I will inform all members that we have to provide the standard service to our guests without any complaints. I would  also imply I would need there support and fully support them as and when needed, as working together as a team will impact the overall day and the service we provide to our guests.
	At the meeting, I will speak with clarity to the team members about how we have to work, what is expected of them and also ask if they have any issues etc. When communication is smooth and clear between team members this works very effectively. 
	I will make sure at the meeting that the  operations at the hotel run smoothly, if anyone is of sick or goes on leave or any other situation happens it is dealt with immediately and effectively. Professionalism is providing services to guests smoothly without any interruptions.

	An effective communication industry is like a heartbeat which leaves a very strong impact on customers (Miller, 2021). For this purpose, I will welcome and greet customers, answer their queries and provide excellent customer service.

	I have to perform my job confidently, politely and actively so the operations run smoothly.
	The staff at the front desk are expected to be confident and professional in the job (Koyuncu and Koyuncu, 2015). First of all, I have to assure myself that I am not new at this job and able to perform my job confidently. Secondly, in the case of any difficult inquires I will immediately ask my team members for support without allowing my face expressions show to show any sign of nervousness.
	I have to perform my job in a way that will reflect on my colleagues. I would like to set an example of how confidently I have covered a manager at the front  for others follow.

	Monitoring, assessment and appraisals are the regular part of front desk management which improves performance and service (2011). To implement this practice, I will make a checklist to assess how my team members have performed that day.


	When the performance of the team members is of what is expected, it helps to with the whole operation smoothly.
	My plan about making the checklist is effective because it highlights where we are lacking and what actions are necessary that would displease the guests.
	The practice of making a checklist sets a good example for assessment of staff.

	

	
	
	



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)


	The Property Management System (PMS) specially for hotels is a cloud based software used to manage front office capabilities at hotels. The capabilities PMS covers are hotel bookings, guest check-in/checkouts, point of sale, event planning, room rates, billings, food costing, reporting, key performance indicator, and security (TechTarget Contributor, 2023). PMS helps hotels to perform their operations more effectively and in a timely manner. The mobile-enabled cloud based hotels PMS makes it easier for customers to stay in a hotel, gives information about room availability and housekeeping. Furthermore, PMS assists in room rate offers, billing process and use of customer data with reporting and analytics to understand buying behaviour of customers for future services (Oracle, 2023).


	
Element 2 – Hotel reputation


	Quora and Khalifa, (2016) discussed about the hotel reputation as, it is an intangible asset which differentiates a hotel from other hotels also attracts customers to repurchase and pay higher prices for products. The good reputation of the hotel brings support of the stakeholders which is necessary in the competitive environment also increases the value of the hotel in the financial market (Quora and Khalifa, 2016). 
There are many elements responsible for maintaining any hotel’s reputation. According to yieldPlanet, (2018) the key elements manage reputation of any hotel are, location, personnel, gastronomy, and marketing among others. To discuss these elements starting from location, whereabouts of hotel matters a lot for a good reputation. For example, those hotels located in downtown areas of any big city get the major advantage because guests/tourists prefer to stay in these areas for easy access of transport and other facilities. Similarly, the location of a hotel near any landmark or famous monument supports both popularity and reputation, such as, a hotel shows a view of Niagara Fall from its rooms enjoys reputation of its location. 
The second key element is personnel which refer to hotel staff who are actually real face of their hotels. Friendly, cooperative, disciplined, and knowledgeable staff of the hotel will boost up the reputation of their hotel to another level. While giving different stars to hotels (1-7) as a grade very much counts effectiveness of hotel staff.
Gastronomy or food cuisine is one of the important key elements way to introduce guests to different tastes of food. What is the expectation of a guest at the hotel beside its location, comfort and staff behaviour? The answer is definitely food; many hotels have made their reputation in the market by providing the best with their variety of cuisines. For example, Mezzaluna @ Lebua at State Tower, Thailand won World’s Best Hotel Restaurant Award 2022 (World Culinary Awards, 2023). 
Marketing is a very important and constructive element for building a reputation of any hotel. In today’s world, everything is available in the market but the key is to sell at a profitable price. A good marketing strategy would involve attributes such as promotion, offers/discounts, loyalty programmes, and event management can give a positive reputation to a hotel.


	
Element 3 - Communication 


	Communication itself is a very strong factor for the success of any business. The benefits of  effective communication gives the hotel industry is good guest experience, interdepartmental communication, solve conflicts and overall improvement in service (Vrontis et al. 2022). A communication process inside the hotel management from the bell boy to senior managers to ensure that every department is working correctly can be said, “heartbeat of a hotel”. While dealing with guests, empathy, smile, communication and triggering heartbeat of guests makes the win-win situation for hotel staff (Miller, 2021). 
There are many types of communication, written, listening, verbal, non-verbal, digital, para verbal, interpersonal, and visual (Miler, 2021). Verbal communication means both written and oral conversations in which guests are entertained properly and the information conveyed positively either in speaking or in writing. Non-verbal communication is not written or explained but understood everywhere, when a staff member yawns or makes bad faces in front of the guest is a bad example of poor communication. Para verbal communication means a sentence convey entirely different meanings depending on the weight of words and tone of voice. Therefore,  staff must be careful and attentive while speaking with guests to avoid any wrong conflicts or hints which will become an issue of miscommunication. Digital communication involves blogs, social media, live chat and chatbots, these are an effective way to reach customers and sell products. To discuss the communication cycle, when a sender sends a message to a receiver if it is properly delivered the feedback comes as positive. In the hotel industry for effective communication staff must do active listening, understand body language of guests and improve electronic communication. 







	
Element 4 - Staffing 


	Those hotel chains have been very smart and observant in the recruitment of their staff become market leaders in the hospitality industry. A good employee is an asset for the company and in the hotel industry a capable staff member is as a spine for the organisation. The hotel industry is very much based on services where the role of manpower is significant. 
All the major hotels globally, provide training for their employees and these five key types of training are mandatory. The first training is, onboarding and orientation in which staff are informed about the hospitality organisation, job expectations and work culture (SOEG, 2022). The second training program is, compliance training in hospitality which is more about the rules made by an organisations which are very important for beginners (SOEG, 2022). The third training is hard skills, in which employees are expected to perform to make a difference in the competitive market, such as staff get trained for foreign languages, chef duties and knowledge of different softwares (SOEG, 2022). The fourth training is soft skills; it is equally important as hard skills. In soft skills staff are trained to learn the expertise in customer service, emotional intelligence, multitasking, communication, team working and interpersonal skills (SOEG, 2022). The fifth training is about product knowledge, staff are  briefed about hotel rooms, food and beverage, spa and other recreation facilities to assist guests professionally, (SOEG, 2022). 
Here, an important concept emotional intelligence is required to discuss which is very effective in many industries including hospitality. Emotional intelligence is defined as, the skill to deal relational acquaintances intelligently and empathically, along with the responsiveness, directive, and countenance of one's emotions (Goleman, 1998). In the hotel industry when staff have high emotional intelligence he/she is able to resolve conflicts, tailor communication styles, motivate others and deal with challenging people (Shiela et al. 2008).
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