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	Introduction 

The front desk receptionist's work can be stressful and time-consuming because it demands a wide range of abilities to serve customers well. Employees at the front desk are responsible for greeting visitors, processing their check-in and check-out, and responding to their questions and requests for assistance. Skills in leadership, detail orientation, cultural awareness, customer service, teamwork, time management, conflict resolution, communication, patience, calm, problem solving, and computer literacy are all important for providing excellent service to clients.


Discussion 
Teamwork

When hotel receptionists, coworkers, and supervisors have strong teamwork abilities, they work together more effectively. To reach their goals, they may resolve customer complaints, plan their next meeting, and investigate ways to improve their work ethic (Hsu, 2018, p. 335). These abilities to work together will pave the way to a more pleasant workplace. Customers may expect a positive experience at the hotel as the front desk staff works well together.

Receptionists at hotels need to be problem solvers so that they can help guests have a good time. Food allergies, faulty key cards, incorrect room charges, no internet connection, and unforeseen crises are just some of the problems they can fix. Front desk staff with good problem-solving skills can identify issues and put forth viable solutions. 

Technical

In order to maintain track of guests' and the hotel's respective financial transactions, front desk personnel may make use of specialised software and other processing tools. Typically, hotel-specific software is required for this. Still, internships and apprenticeships are options. A company's network is a safe place for tech-savvy employees to store sensitive client information.

Leadership

Front desk staff at hotels need to be ready to take the lead, as this will help them manage busy shifts and overtime, especially during vacations and peak seasons. They can help employees improve their time management by assigning tasks, assessing regions for growth, rotating responsibilities, alerting coworkers of upcoming leave, and more. Employees at the front desk have an opportunity to exercise their managerial skills to improve the hotel's operations and enhance guests' satisfaction with the establishment's products (Inkaew, 2017, p.60).

Attention to detail

The front desk staff at a hotel needs to be precise in their attention to detail because they deal with a lot of paperwork, cancellations, lost identification cards, and long, stressful shifts. If they pay attentive attention to detail, they can spot and correct problems before they negatively impact a guest's stay (Das and Baruah, 2013). When juggling several responsibilities, a receptionist or front desk assistant must pay close attention to the most important details.

Patience

Front desk workers need tolerance to handle clients' complaints, especially when those passengers are under pressure. Managing slow encounters, answering questions, and finishing paperwork are all ways to accomplish this. Doing so will lead to a more tranquil setting, which in turn will please guests (Hayes et al., 2021, p.15).

Composure

Workers at the front desk need to be able to handle a high volume of customers and a variety of tasks at once. The individual needs to be adaptable and friendly in spite of the high volume of work they'll be doing. Multitasking, professionalism, and stress management in the workplace are all components of composure (Rutherford, 2021).

Computer Literacy

In order to retain records, process payments, and finish employment opportunities, front desk staff members need computer capabilities. Some of the prerequisite knowledge should include proficiency in arithmetic, payment processing, and the central reservation system (Li, 2020).

Friendliness

A hotel guest's first point of contact is typically the front desk clerk. That's why it's so important for a front desk clerk to exude positivity and enthusiasm as they greet each guest (Nikolskaya et al., 2019, p.1060).

Real example
Working at Premier Inn on a team of housekeepers has given me invaluable experience. I was able to advance professionally because to the training and experience I gained while working as a housekeeper for Premier Inn. Learning opportunities abound on productive teams. As a result, I’ve had plenty of chances to learn new things and hone my abilities on the job. In addition, I was able to better understand my own capabilities and limitations as a result. My experience as a Premier Inn housekeeper has helped me develop strong communication and teamwork abilities.
An Individual's overall productivity in the hospitality industry increases with their level of acquired knowledge and expertise. Although my time here was mostly rewarding, I did have some unfavourable encounters. At first, I was unable to effectively communicate with the guests because of my inadequate communication skills. The ability to effectively communicate with guests is crucial to their satisfaction with the service they receive. But as time went on and I gained more knowledge, I was able to refine my communication abilities.

Personal reflection
My learning has taught me that the hospitality sector requires a high level of communication skills, both verbal and nonverbal. When I was a visitor at a hotel, the first person I interacted with left a positive impression on me since they were nice, attentive, and we hit it off immediately. When the front desk is doing its duty well, especially when it comes to communication, it makes a big difference. 
The front desk's and the hotel's success relies heavily on the effective application of theoretical knowledge. Theoretical training is crucial for making sense of the administrative side of things. I’ve learned a lot about communication that will help me interact with hotel guests in a professional manner, for instance. It is now second nature to me to interact with guests in such a way as to establish a connection, allay their fears, and answer their questions. The theoretical grounding has also equipped me to deal with any challenging scenario, wherever it may take me, and offer outstanding, effective solutions. 
A well-thought-out plan of action to boost competence or fill up deficiencies is provided. I need to work on my communication abilities because they are so important while working with others. Individuals with strong communication abilities have an advantage when interpreting. Learning more efficient methods can greatly enhance one’s communication abilities. In just four months, it can be created. Moreover, I need to work on my time management skills, as doing so has the potential to significantly boost my output. The ability to manage one’s time and resources effectively increases productivity and ensures that work gets done on schedule. I can gain this skill by working with efficient senior employees.

Conclusion

The front desk staff could benefit from a more efficient method of communication in order to keep existing customers and attract new ones. Also, it's important for workers in different sections to talk to each other. Workers need a reliable system in place to deal with problems raised by customers and other unanticipated situations. Front desk professions are increasingly dependent on computer proficiency, leadership, and authority, all of which contribute to overall performance.
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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?

	
When guests arrive, I will make them feel at ease by informing them about the hotel's basic amenities and services, such as the location of the restrooms and the restaurants.
	 To minimize unnecessary delays when dealing with guests, I will get to work early every day and maintain my workspace neat, clean, and free of clutter.
	Because it emphasises getting the most important things done first. This is achieved through the prompt resolution of critical issues, such as the management of customer complaints. Doing so will ensure that no further problems arise.
	I plan to study the hotel's rules for giving precise instructions on how to conduct various events. I can save time on complex cases if I do these things.

	I'll give guests realistic wait times so they may plan accordingly and avoid being irritated from having to wait too long for things like drinks. The hotel's dedication to its customers will become more apparent in this way.
	I promise to keep an open line of communication with my coworkers, asking for and accepting feedback and correction as necessary.
	With the help of my plans, team members will be able to coordinate their efforts, leading to a more efficient functioning of the hotel as a whole.
	In the future, I will always start with the most important tasks and work my way down to the less pressing ones. This will aid in giving prompt attention to critical situations and minimising disruptions.




	
I promise to be honest with myself about my shortcomings and accept responsibility for them. I won't lay the responsibility on anyone else and will instead request an explanation and apologise to my visitors.
	In spite of the pressure, I plan to keep a good mood throughout my shift, keep my calm no matter what, and take frequent breaks to regroup.
	In accordance with my strategy, a positive outlook will ensure satisfied customers and increase consumers and repeat business.
	During my shift, I shall be aware of and prepared for any potential risks. One such risk is a failure in communication. Having an answer to these problems would be useful.

	I plan to prioritise my tasks by making a list of things to do and then crossing them off in order of importance.
The duties would include assisting the bell desk with luggage and directing guest requests to the appropriate departments, as well as checking in and out visitors, coordinating pick-up and drop-off times, and monitoring guests' folios for bill posts.
	In order to keep up with everything happening at the hotel, I plan to inquire for a summary of any current difficulties.
	According to my plan, if I own my weaknesses and am open to feedback, I can help the hotel's services and operations run more smoothly.
	In addition, I plan to employ technology to automate processes and cut down on time spent on them. Reservations and guest check-ins can both be automated with the help of this technology.




	I intend to pay close attention to the hosts' requests and respond appropriately. Focusing my concentration and attention span will help me accomplish this. I will stress once more that I listened carefully and answered thoughtfully.
	I will make sure I have everything I need to get through the day, including a book, a laptop, a cell phone, and a pen. I can get more done in less time if I do this.
	My plan guarantees effective communication by keeping everyone in the loop.
These ensure the smooth operation of the hotel's systems at all times.
	I propose cross-training, in which workers are taught to perform a variety of tasks across the hotel. Future absences of the manager won't be as disruptive to operations if this plan is in place.



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)

	
Introduction

Booking hotels and doing other administrative activities are simplified with the help of a PMS. Managing channels, maintaining cleanliness, handling payments, running the front desk, and monitoring occupancy are the primary responsibilities. PMS streamlines processes vital to internal and external operations.

Key elements Reservation.

The reservation channel is essential for property management as it facilitates the administration of online bookings. The hotel's reservation system keeps track of inventory and expiration dates and relays that information to the front desk (Abukhalifeh and Pratt, 2022, p. 604). Room bookings, equipment processing, inventory and assignment management, email management, and activity booking are just a few of a reservation's many important responsibilities.

Front desk operations and room management

Front desk staff can use the front office module to manage guest reservations, log guests' arrivals and departures, and take care of other business. The front desk's main responsibilities include checking on guests and keeping track of their room keys. Room-by-room checks and daily audits (Melián-González and Bulchand-Gidumal, 2016, p.32).

Housekeeping

The cleaning staff is linked together by a PMS. A housekeeper will verify the status of your room. The housekeeping module's principal function is management and property upkeep, including room status management (Sanjeev and Birdie, 2019, p. 360). Housekeeper duties including room assignment and task tracking. Managers in charge of maintenance keep track of any guest complaints and service interruptions at the hotel.
Example 
Expedia, Booking.com, and a plethora of other hotel management software suppliers are among the market’s top hotel PMS solutions.
Conclusion

Hotels can better serve their guests and streamline their operations with the help of property management software (PMS). Effective visitor tracking is made possible by PMS because of the ease with which hotel systems and duties may be automated. Last but not least, having an adequate PMS would make hotels more competitive, which will bring in more customers.



	
Element 2 – Hotel Reputation

	
Introduction
Tracking and analysing guest feedback is an integral part of hotel reputation management. It entails recording feedback on several hotels. Because so many prospective guests will rely on user-generated material when making reservations, the hotel's reputation is crucial.
Discussion
Hotels may take control of their online reputation by engaging with guests on social media and responding to reviews. Doing so will boost guest engagement, which in turn will increase guest satisfaction and positively impact the hotel's reputation (Qoura & Khalifa, 2016, p. 261). Staff members, such as those working the front desk, should constantly be interacting with guests. The hotel should use all of the collected data as suggestions for how to better meet the needs of its guests.
Hotel amenities such as high-tech features and updated restrooms are essential. In the long run, this will result in happy customers.
Example
The management of the Novotel does an outstanding job of both thanking the guest for the review and praising the employees. The manager gives the housekeeper a glowing recommendation and makes it known that the hotel staff values her contributions. In addition, the guest is recognised by name and urged to return for another wonderful stay.
Conclusion

Taking this into account, hotels will gradually keep their good name and eventually stand out from the competition. A solid reputation is the key to keeping current clients and drawing in new ones.

	
Element 3 - Communication



	

	Introduction
Having open lines of communication between staff and guests helps hotels foster lasting relationships. Employees and customers feel more included when their needs are addressed and they are talked to as individuals through effective communication.

Communication with customers

Customers can't obtain the service they need to provide positive evaluations if they can't communicate effectively with the restaurant staff. It is critical that all employees provide clients with precise details regarding the services they provide while speaking with them over the phone or in person (Quora and Khalifa, 2016, p.362).
Ask for and take into account input from coworkers on a regular basis to strengthen communication. Locate the areas of weakness and work to strengthen them (Islam & Kirillova, 2020, p.102326). Keep an ear out for comments from visitors; many will have helpful suggestions. To keep everyone in the loop on company happenings, it's important to hold regular employee meetings (Shin et al., 2019, p.312).
Language fluency removes barriers to communication, helps people understand each other better, and can be seen as an act of tolerance and open-mindedness.

Example
Guest surveys and comment cards are only two of the various methods that may be used to elicit useful information from visitors. Taking action in response to reviews shows customers that the company cares about their feedback.
Conclusion

The most effective methods of conveying information to guests are those that are easy to understand, use both verbal and nonverbal cues, and make use of modern technology. The hotel's reputation will naturally improve as a result of efficient communication, which will ultimately benefit the organization as a whole.

	
Element 4 – Staffing



	Introduction

Ability and skill on the part of employees are crucial to any company's success.Once the hotel as a whole has a staff of professional or proficient individuals, the hotel's reputation and the quality of service it provides to guests will flourish. Recruitment, induction, and screening are all essential parts of the staffing process.

Recruitment

Recruitment is the method of seeking out and luring qualified individuals for the purpose of filling open positions in an organisation. Distributing a job requisition form is the first step in the hiring process (Bardi, 2003). This form should include information about the position's title, start date, salary range, and a brief description of the candidate's major responsibilities. The need for personnel may be effectively communicated and the unit's size can be managed with the help of a recruitment form. The hiring process involves creating doubt in the minds of potential candidates, attracting them to open positions, and eliminating those who lack the required skills and experience.

Training

Organisational training is the deliberate process of providing individuals with the knowledge, skills, attitudes, and practices they need to perform their existing jobs more effectively and efficiently. Improving the most recent work experience is linked to this (Weber et al., 2013, p. 313).
Development activities are deliberate acts aimed at strengthening and broadening an individual's talents so they can take on greater responsibilities and assume leadership roles in the organisation. The emphasis is on developing the mental fortitude and ability to think creatively under pressure.


Example
The staff’s extensive knowledge of the property’s features and the surrounding area is of great assistance. This is a hallmark of five-star hotels’ concierge services, and it’s now within reach of any establishment with the right kind of custom software.

Conclusion

Collaboratively, if the workforce is competent, enthusiastic, and well-trained, the hotel will succeed in its endeavours. The ability to provide extensive information to guests is dependent on proper training programs. Rewards like competitive pay, recognition programs, and monetary incentives can help keep employees around.
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