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To work on hotel front desk requires a positive attitude and a permanent smile on your face, a genuine will-to-help others; also, depending on the specific hotel and its target market different and certain accountable aptitudes, but mainly common are in following list, in two big categories, once native and personal, known as vocational, second type as developed or obtained through education and training. Also, skills could be soft skills or hard skills, depending on time spent to gain them, trained and exercised. Mainly public relation related skills are most wanted, also skills in personal development category, a lot of them are individual cognitive; the last category is specific to hospitality environment being related to hotel specific.
Communication skills, both verbal and written, are crucial for a positive experience for hotel guests and in the relations with the hotel staff. Front desk members should be able to effective transmit and receive information quickly and precisely, keeping professionalism and courtesy, without excessive colloquialism or to become extremely cold.  Excellent customer skills are very important for front desk as spokesman/image of hotel brand, always staff should be friendly and patient, to know to listen, approachable and trust inspiring, providing prompt and personalized assistance, sorting guests needs and demands. Multitasking and organization is necessary to prioritize efficiently responsibilities and tasks in a fast paced environment with diversified activities and dealing simultaneously with more than a person in short time, contributing efficiently to guests satisfaction and department/ hotel performance. Problem solving manor is also needed when facing various challenges, to handle guests complaints, to resolve conflicts, finding solutions quickly, without losing calm and control. Time management is vital, with multistep procedures and multiple activities, ensuring a smooth flow and contributes to provide an excellent service. Teamworking and collaboration in department and interdepartmental, being a team player simplify the job and participate to overall success of the hotel. Professionalism and poise, in position of image/represent of hotel brand, and more than that to maintain composure under pressure and time constraints are also key qualities for front desk staff. Conflict resolution in extreme situations with difficult or unhappy guests, quality to handle conflicts diplomatically bring trust, appreciation and satisfaction, fair and correct is always the right way. Attention to details and a good memory could avoid mistakes and implicit guests dissatisfaction or operational issues. Scheduling your time, ability to work under stress and physical stamina could also be advantages.
From key skills possible to acquire, very important is knowledge of hotel operations, and your job in particular and detailed, with all the rules and policies of the hotel/brand meaning a solid understanding of hotel facilities, services and policies, room types, rates, amenities, nearby attractions, local events, other details, all these could be essential to assist guests effectively; computer proficiency and well knowing PMS, other system software in use, being comfortable with basic operations, possessing good typing skills, multiple language skills could be also beneficial making you able to address fluently to customers in native language. In some situations, depending on hotel type, target or location other particular skills could be appreciated or necessary, these could be additionally trained in courses and programs provided by hotels to enhance these skills and to familiarize staff in certain situations and with specific procedures as fire marshal action plan or first-aid, or other different public relations related skills. All these skills, combined with a positive attitude, flexibility and a genuine self-involvement and desire to help others, could contribute to a successful front desk operation in a hotel, leading through guest satisfaction, building and maintaining a brand reputation.
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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?


	Don’t panic: Even though it may be your first day, it's important to remain calm and project confidence to the guests. Remember that you have been hired for this position, and you can handle the responsibilities.
	Be prepared: Arrive at your shift on time, well-prepared, and mentally focused. Familiarize yourself with any updates or changes that may have occurred since your last shift, such as events, promotions, or system updates.
	Alignment with goals: Assess whether your plan aligns with the overall goals and objectives of the hotel. Does it contribute to providing excellent guest experiences, optimizing operational efficiency, and achieving customer satisfaction?
	To ensure a quick resolution in the future when faced with a similar scenario where your manager is unexpectedly unavailable, it's important to have a contingency plan in place. Here are some steps you can take to create a contingency plan

	Familiarize yourself with hotel information: Take the time to familiarize yourself with the hotel's facilities, services, and policies. This will help you provide accurate information to guests and address their inquiries effectively.
Review standard operating procedures: Go through the hotel's standard operating procedures manual or any training materials provided. This will give you a better understanding of the processes and protocols to follow in different situations.
	Complete opening and closing procedures: Follow the standard operating procedures for opening and closing the front desk. This includes tasks like checking equipment, verifying cash floats, organizing paperwork, and ensuring all systems are functioning properly.
	Clear objectives: Determine if your plan has clear and specific objectives. It should outline what you aim to achieve, such as improving guest check-in/check-out processes, reducing guest complaints, or enhancing communication with other departments.
	To ensure a quick resolution in the future if a similar scenario arises, you can develop a contingency plan. Here are some steps to consider. Identify and train specific individuals who can serve as backup for the front desk manager. These individuals should have a good understanding of front desk operations

	Be proactive and welcoming: Greet guests with a warm smile and a friendly attitude. Offer assistance and ask if there is anything specific they need or any questions they have. Showing a willingness to help creates a positive impression.
	Stay organized: Keep your workspace clean and organized. Have essential items within easy reach, such as pens, keycards, and stationery. Use checklists or digital tools to track tasks, reservations, and guest requests.
	Practicality and feasibility: Evaluate the practicality and feasibility of your plan. Consider the available resources, time constraints, and the capability of the front desk staff to implement the proposed actions effectively.
	Cross-train employees: Cross-training front desk staff and other team members on essential front desk tasks can help ensure that there are individuals who can step in and manage the front desk in case of emergencies or unexpected absences.

	Handle check-ins and check-outs: Familiarize yourself with the check-in and check-out procedures. Collect necessary guest information, verify identification, process payments accurately, and provide room keys promptly.
	Prioritize tasks: Identify the most critical tasks that need immediate attention, such as checking in guests, answering phone calls, or addressing guest inquiries. Prioritize these tasks to ensure they are handled promptly.
	Comprehensive approach: Ensure that your plan covers various aspects of front desk operations, including guest interactions, reservation management, problem-solving, communication, and teamwork. A comprehensive approach is more likely to address potential challenges and result in smoother operations.
	Create an emergency contact list: Maintain an updated list of key personnel, including managers, supervisors, and colleagues who can provide support during unexpected situations. Include their contact information, roles, and responsibilities, ensuring everyone is aware of the contact list.

	Handle guest inquiries and complaints: If guests have questions or concerns, actively listen to them and provide helpful responses. If you are unable to resolve an issue on your own, assure the guest that you will involve the appropriate personnel and follow up promptly.
	Multitask effectively: Front desk operations often involve handling multiple tasks simultaneously. Learn to prioritize and manage your time efficiently. For example, while waiting for a guest to sign paperwork, you can work on answering emails or updating guest profiles.
	Adaptability: Consider if your plan allows for adaptability and flexibility. Front desk operations can be unpredictable, and the ability to adjust to unforeseen circumstances is crucial. Your plan should be adaptable to different scenarios and changing guest needs.
	Document standard operating procedures (SOPs): Develop and regularly update a comprehensive set of SOPs for front desk operations. These should cover routine tasks, common challenges, and specific scenarios that may require immediate attention. SOPs will serve as a reference guide for employees to handle various situations effectively.

	Maintain professionalism: Maintain a professional appearance and demeanor at all times. Be attentive, polite, and patient with guests, even if you encounter challenging situations.

	Communicate with colleagues: Maintain open lines of communication with other departments, such as housekeeping, maintenance, and management. Regularly update them on room availability, guest requests, or any issues that need their attention.
	Measurable outcomes: Determine if your plan includes measurable outcomes or key performance indicators (KPIs). This enables you to assess the effectiveness of your actions and track progress towards achieving your objectives. Examples of measurable outcomes could be guest satisfaction ratings, reduced check-in time, or improved response time to guest inquiries.
	Provide training and simulations: Conduct training sessions and simulations to familiarize employees with emergency scenarios. Practice situations like a manager being unavailable, system failures, or high guest demand to enhance employees' ability to handle such situations confidently.

	Keep communication lines open: If you encounter any difficulties or have questions during your shift, don't hesitate to reach out to other colleagues or departments for support. Communication is key to ensure a smooth guest experience.
	Anticipate guest needs: Proactively anticipate guest needs to provide exceptional service. For instance, if you notice a guest checking in with young children, you can offer information about nearby family-friendly attractions or amenities.
	Collaboration and feedback: Assess whether your plan encourages collaboration and feedback from colleagues and other departments. Involving others in the process can enhance the effectiveness of your plan by incorporating diverse perspectives and expertise.
	Delegate authority: Clearly define levels of authority and decision-making power for front desk employees in the absence of managers. Empower them to make necessary decisions and resolve issues within their scope to avoid delays in guest service.

	Document important information: Keep a record of any important guest requests, complaints, or incidents that occur during your shift. This information can be useful for your manager or colleagues to follow up on later.
	Stay attentive: Pay attention to detail when handling guest information, reservations, and transactions. Double-check for accuracy to avoid errors or misunderstandings that could lead to guest dissatisfaction.
	Continuous improvement: Consider if your plan includes a mechanism for continuous improvement. It's important to regularly review and evaluate the outcomes of your plan, identify areas for enhancement, and make necessary adjustments to ensure long-term effectiveness.
	Establish communication protocols: Establish efficient communication channels within the hotel, including reliable phone systems, messaging platforms, or radios, to ensure quick and effective communication during emergencies. Identify the primary contact person or chain of command in case of manager unavailability.

	Remember, even though your manager may not be present, there are likely other experienced staff members or supervisors who can assist you if needed. Don't hesitate to seek their guidance or support when necessary.
	Handle guest inquiries and complaints promptly: Address guest inquiries and complaints with a sense of urgency and empathy. Actively listen to their concerns, offer solutions or alternatives, and follow up to ensure their satisfaction.
	Remember that effectiveness can vary based on the specific circumstances, guest expectations, and organizational context. Regularly reviewing the results and gathering feedback from guests, colleagues, and supervisors can help you determine the overall effectiveness of your plan and make necessary improvements.
	Maintain up-to-date information: Keep all necessary information and resources readily accessible and up-to-date. This includes guest profiles, reservation details, contact information for other departments, and any relevant emergency procedures.

	
	Maintain a positive attitude: A positive attitude goes a long way in creating a welcoming environment for guests and maintaining a harmonious work atmosphere. Stay professional, approachable, and friendly throughout your shift.
	
	Foster teamwork and support: Encourage a culture of teamwork and mutual support among front desk staff and other hotel departments. Foster an environment where employees are willing to step in and help each other during unexpected situations.
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	Communicate with the rest of the available team, your colleagues, supervisors, or managers. Collaboration and teamwork are vital for resolving issues and ensuring smooth operations.
	
	Regularly evaluate steps in your contingency plan: Continuously review and update the contingency plan, if has right steps, will be according to unexpected  situation. Incorporate any improvements or adjustments identified during the review process.

	
	Continuously learn and improve: Take advantage of training opportunities and seek feedback to enhance your skills and knowledge. Actively engage in self-improvement and stay updated on industry trends and best practices.
	
	Conduct drills and simulations: Periodically conduct drills and simulations to test the effectiveness of the contingency plan. Simulate scenarios where the manager is absent, and evaluate how well employees handle the situation. Use these exercises to identify areas for improvement and provide additional training if necessary.

	
	By following these guidelines, staying organized, and maintaining a customer-centric approach, you can help ensure that operations run smoothly throughout your shift at the front desk.
	
	By implementing these measures, you can establish a contingency plan that helps ensure quick resolutions and smooth operations in the event of unexpected manager absences or emergencies.



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)


	About PMS in hotel operations, several aspects are crucial, as PMS integrates smoothly with other existing hotel systems and interfaces seamlessly with third-party applications. The PMS should have the ability to connect with all systems, as online booking engines, travel and tourism sites, booking agencies, review travel sites, payment systems (POS), guest loyalty programs and other existent facilities. By having a PMS that integrates effectively, hotels can achieve streamlined operations, accurate data exchange, and centralized control over different processes. Integration enables the flow of information between systems, reduces manual data entry, minimizes errors, and enhances overall efficiency. It also allows for consistent data updates across various platforms, ensuring accurate inventory management, pricing, and availability. Furthermore, compatibility with existing hotel systems reduces the need for duplicate data entry and promotes a seamless guest experience. For example, when a guest makes a reservation online, the PMS should automatically update the availability across all distribution communication ways, as hotel website or tourism/ travel, booking  websites.
A PMS should have robust reservation management capabilities, allowing hotels to handle bookings, check availability, manage room types, and track reservations across various channels. It should also enable modifications, cancellations, and waitlist management. The PMS should streamline front desk operations, including guest check-in and check-out processes. It should provide a user-friendly interface for managing guest information, verifying identification, assigning rooms, generating key cards, and processing payments efficiently. The PMS should facilitate effective room and rate management. It should allow hotels to set and adjust room rates, manage room inventory, allocate rooms based on guest preferences, and provide a clear overview of room status (clean, occupied, ready for cleaning, etc.). The PMS should provide a centralized database for storing guest profiles, preferences, and historical data. This allows hotels to offer personalized experiences, track guest preferences, and anticipate guest needs during future stays. A robust PMS should handle billing and invoicing processes seamlessly. It should support automated posting of charges, manage folios, generate accurate invoices, and integrate with accounting systems for financial reconciliation. The PMS should offer comprehensive reporting and analytics features. An effective PMS should integrate with housekeeping and maintenance systems. This enables efficient communication and coordination between front desk staff, housekeeping, and maintenance teams to manage room cleaning, maintenance requests, and work orders. The PMS should have the ability to integrate with other essential hotel systems and third-party applications. This includes interfaces with channel managers for seamless distribution, online booking systems and guest loyalty programs. With the increasing reliance on mobile devices, a PMS should offer mobile accessibility for front desk staff. This allows them to access key functionalities, such as guest check-in, room assignments, and guest communication, from mobile devices, enhancing efficiency and guest service. Consider the availability of training and ongoing support provided by the PMS vendor. Adequate training ensures that hotel staff can maximize the system's capabilities, and prompt support helps address any technical issues or questions that may arise. It also helps minimize errors, eliminates duplicate data entry, and reduces administrative costs. A PMS can assist hotels in maintaining regulatory compliance, such as data protection laws (e.g., GDPR). It provides data encryption, user access controls, and data backup mechanisms to ensure the security and confidentiality of guest information. Implementing a PMS brings numerous advantages to hotel operations, enhancing efficiency, guest satisfaction, and profitability. However, it's crucial to choose a PMS that aligns with the specific needs and goals of the hotel, offers reliable support, and has a track record of success in the industry. Choosing a PMS that offers robust integration capabilities and compatibility with other systems sets a solid foundation for efficient hotel operations and provides a better guest experience. However, it's important to consider other factors as well, such as the specific needs of the hotel, scalability, user-friendliness, reporting capabilities, and support provided by the PMS vendor. Each hotel should assess its unique requirements and select a PMS that best aligns with its goals and operational needs. To not forget to mention training staff to utilize PMS.


	
Element 2 – Hotel reputation


	When considering hotel reputation in relation to hotel operations, several key elements are essential to building and maintaining a positive reputation. Here are the key elements to consider. Ensuring guest satisfaction is crucial for a hotel's reputation. Providing exceptional service, meeting guest expectations, and exceeding their needs should be a top priority. This includes friendly and attentive staff, prompt responses to inquiries or issues, comfortable accommodations, and quality amenities. Consistently delivering high-quality service across all aspects of hotel operations is vital. This includes attention to detail, cleanliness, efficient check-in / check-out activities, room service, good housekeeping and good-working facilities. Every interaction with guests should reflect the hotel's commitment to excellence. Properly trained and knowledgeable staff contribute significantly to a positive hotel reputation. Investing in ongoing training programs ensures that employees have the necessary skills, product knowledge, and customer service expertise to provide exceptional experiences for guests. Monitoring and responding to guest reviews, both positive and negative, demonstrates attentiveness and a commitment to guest satisfaction. Actively seeking guest feedback through surveys and comment cards allows hotels to understand guest preferences, identify areas for improvement, and address any issues promptly. Regularly analysing feedback helps drive operational enhancements and demonstrates a commitment to continuously improving the guest experience. Handling crisis situations effectively is crucial for maintaining a positive reputation. Having a well-defined crisis management plan, training staff on emergency procedures, and communicating transparently with guests during challenging situations can help mitigate the impact on the hotel's reputation. Consistency in branding, service standards, and guest experiences across all touchpoints is essential. Guests should experience the same level of service and quality whether interacting with the hotel's website, making a reservation, or staying at the property. Consistent brand messaging and values build trust and loyalty among guests. Demonstrating social responsibility and sustainability practices is increasingly important for a hotel's reputation. Emphasizing initiatives such as eco-friendly practices, community involvement, and responsible resource management can resonate positively with guests and contribute to a positive reputation. Positive word-of-mouth recommendations from satisfied guests are powerful for a hotel's reputation. Encouraging guests to share their positive experiences with others through testimonials, referrals, or social media can amplify the hotel's reputation and attract new customers. Collaborating with reputable partners, such as travel agencies, local businesses, or industry organizations, can enhance a hotel's reputation. Associations with recognized brands or affiliations with industry groups can lend credibility and positively influence guest perception. By focusing on these key elements, hotels can proactively shape and manage their reputation. Continuous monitoring, feedback analysis, and a commitment to excellence in all aspects of hotel operations will contribute to a positive reputation, leading to increased guest satisfaction, loyalty, and success in the industry.

	
Element 3 - Communication 


	Communication plays a crucial role in hotel operations for several reasons. Effective communication is essential for ensuring guest satisfaction. Clear and prompt communication with guests helps set expectations, address inquiries, and provide relevant information. It allows hotel staff to understand guest needs, preferences, and any special requests, leading to personalized and exceptional service. Smooth communication among hotel staff members is vital for seamless coordination and collaboration across different departments. From housekeeping to maintenance, front desk to food and beverage, effective communication ensures that everyone is aligned, informed, and working together towards common goals. It enhances teamwork, reduces errors, and improves operational efficiency. Communication is at the core of providing excellent guest services. From handling reservations and check-in processes to addressing guest requests and handling complaints, effective communication ensures that guest needs are understood, met, and resolved promptly. Clear communication also enables efficient room service, concierge assistance, and other guest-facing services. During crisis situations or emergencies, communication becomes even more critical. Clear and timely communication with guests helps manage expectations, provide necessary guidance or instructions, and maintain guest safety and satisfaction. It ensures that guests feel informed, supported, and well taken care of during challenging situations. Communication is essential for effective training and development of hotel staff. Clear communication channels facilitate the sharing of knowledge, procedures, and best practices. It enables the transfer of skills, ensures consistent service standards, and empowers employees to provide exceptional experiences to guests. Hotels rely on various vendors and suppliers for their operations, including food and beverage, maintenance supplies, and technology services. Effective communication with these external partners is crucial for managing relationships, ensuring timely deliveries, addressing any issues, and negotiating contracts or pricing.
Communication is vital for revenue management strategies. Effective communication channels allow the revenue management team to share pricing updates, promotions, and availability with the front desk and sales teams. This ensures consistent pricing and availability information, optimizing revenue potential. Communication channels provide opportunities for gathering guest feedback, whether through comment cards, surveys, or online reviews. This feedback helps hotels identify areas for improvement, address guest concerns, and make operational enhancements. Effective communication enables hotels to respond to feedback, show their commitment to guest satisfaction, and continuously improve their offerings. Communication plays a significant role in shaping and maintaining a hotel's brand reputation. Consistent and effective communication across all touchpoints, including websites, social media, advertising, and guest interactions, helps establish the hotel's identity, values, and service standards. It contributes to building trust, loyalty, and positive word-of-mouth recommendations. Effective communication within the hotel ensures that potential issues or challenges are identified and addressed proactively, helping prevent crises from arising. By fostering open communication channels, hotels can identify operational inefficiencies, staff training needs, or potential service gaps before they escalate into significant problems. In summary, communication is a fundamental aspect of hotel operations, impacting guest satisfaction, internal coordination, crisis management, service quality, and overall brand reputation. Clear, timely, and effective communication ensures that all stakeholders, including guests, staff, vendors, and partners, are aligned and working towards delivering exceptional experiences and achieving operational excellence.

	
Element 4 - Staffing 


		Staffing is a critical aspect of hotel operations, and various considerations should be taken into account when selecting, recruiting, retaining, and training staff. In Selecting and Recruiting, Job Descriptions and Requirements has to be clearly defined, job descriptions, responsibilities, and qualifications for each position to attract best candidates with necessary skills and also experience. For a Cultural Fit, consider the hotel's culture and values when assessing candidates to ensure they align with the hotel's ethos and can contribute positively to the work environment. Utilize various recruitment channels, from online platforms and partnerships with educational institutions, to reach a diverse pool of qualified candidates. On interviews try to evaluate candidates skills, knowledge and interpersonal qualities which recommend right personal. Always consider salaries on best rates, also packages and benefits to select employees from talented individuals. Regularly review and benchmark compensation to remain competitive in the market. Use Career Development Opportunities, provide opportunities for growth and advancement within the organization. Offer training programs, mentorship, and cross-training opportunities to enhance skills and promote internal career progression.
Implement recognition programs to acknowledge and reward staff members for their contributions. This can include incentives, employee of the month/year programs, or performance-based bonuses. Keep an eye on Work-Life Balance, by promoting a healthy report income/activity, by accepting flexible schedules, vacation policies and supportive policies for personal well-being. Stimulate Employee Engagement. Encourage open communication, provide opportunities for staff to contribute ideas and feedback, and promote a sense of belonging and teamwork.
In Training and Development, implement a comprehensive onboarding program to familiarize new hires with the hotel's operations, values, policies, and procedures. This helps them integrate smoothly into their roles and ensures consistency in service delivery. Providing continuous training, keep the staff up-to-date and memory refreshed. This includes both technical and soft skills training relevant to their roles. Offer cross-training opportunities to expose staff to different departments or roles within the hotel. This expands their skill set, improves teamwork, and creates a more versatile workforce. Establish regular performance feedback mechanisms, such as performance evaluations or check-ins, to provide constructive feedback, recognize achievements, and identify areas for improvement. This promotes growth and motivates staff to excel in their roles. Support staff in attending external training programs or obtaining relevant certifications that enhance their professional growth and contribute to their job performance. Effective staffing practices in hotel operations contribute to a skilled and motivated workforce, resulting in improved guest satisfaction, operational efficiency, and overall success of the hotel. Regularly assess staffing needs, address any skill gaps, and create a supportive environment that values and invests in its employees.
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