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Front Desk employees
In hotels, the front desk staff is crucial to the smooth operation of the business. Additionally, being one of the few departments that interact directly with visitors, they are in the ideal position to deliver a first-rate client experience.The front desk staff at hotels has a special responsibility when it comes to delivering the ideal guest experience. It serves as the hotel's exterior (Doyle. 2020).The front desk staff at hotels also referred to as the guest services staff is in charge of the experiences that visitors have there. Making reservations for incoming phone calls or walk-ins, and providing current and potential customers with first-rate customer service (Thesaurus. 2020).
Responsibilities
The duties of the front desk employees typically go beyond only greeting and registering visitors. The front desk of a hotel generally performs a variety of different front desk tasks, such as responding to guest inquiries and complaints and negotiating the best prices for extras and services to boost hotel income.
The following shows the section that works under the front desk employees (Oaky. 2023).

Key Skills
Composure
A front desk employee is under pressure to multitask and serve multiple guests at once while maintaining composure (Gray. 2022). The employee should be able to handle a variety of tasks even when the hotel is very busy while still being approachable to guests. For composure, the employee must have the following skills:
· Managing multiple tasks
· Adaptability
· Competence
· Effective Presentation
· Efficiency of bearings
Computer Proficiency 
Front desk staff to manage payments, records of accomplishment, and perform other tasks using computers. Even if you are not a computer whiz, you still need to know how to use a computer. Either you should be knowledgeable about the hotel's software or you should be able to pick up new programs quickly (Doyle. 2020). To manage the work on the computer the employee of the front desk must have the following skills:
· Central Reservation Systems (CRS)
· Microsoft Office
· Making remittances
Friendly service
The front desk staff is frequently the first person a guest meets when they check in to a hotel. As a result, the front desk staff must be very cordial. A great guest services representative must have a friendly disposition. To provide friendly services the employee use the following ways:
· Customer Service
· Courtly behaviour
· Ambition
· Energy
· Visitor Relations
· Positive Personal Attitude
Organization
The front desk staff must constantly multitask because they are responsible for answering calls, greeting visitors, answering questions, checking out customers, and more. The front desk employee can balance these various tasks more easily if they are organized. To manage all the work the front desk worker must know the following in detail
· Knowledge of Details
· Efficiency
· Setting priorities
· Time management
Skills of Sales
Front desk employees ought to be able to recommend specific hotel services even though they are not salespeople. Additionally, they might persuade guests to reserve pricier, opulent rooms if doing so would better suit their needs and budget. Therefore, those who work in guest services must feel comfortable recommending products and services (Doyle. 2020). For sales, the front desk worker must know the following ways to manage the work
· Disclose details of sales and promotions.
· Identify your resources and offerings.
· Returning Client Initiatives
· Describe the services that the hotel provides.
Working Together   
The front desk staff collaborates with other employees frequently. They occasionally require assistance from the front desk staff to solve a challenging issue. To ensure that guests have a good time, they occasionally have to collaborate with staff from various hotel departments, including housekeeping, parking, and management. Front desk employees must get along with a wide range of people and be able to collaborate with them. The front desk staff uses the following ways of working together.
· Leadership
· Collaboration
· Group development
Management of Mails
Mail handling for both office workers and employees as well as residents of a multi-tenant building requires expertise from front desk staff. The structure frequently makes use of Mailroom by PackageX and other automated mail management software tools (Kumar. 2020).The front desk staff must collect residents' mail and notify them when a package arrives. They also have to manage the mailroom effectively to prevent clutter.
Etiquette of the Phone
To communicate effectively on the phone, it is customary to extend a friendly greeting, introduce oneself, speak in a cheerful tone, and end the call. Front desk staff members must be at ease speaking on the phone because they spend a lot of time answering calls and directing callers to the appropriate department or employee.
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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?


	Secrecy-related tasks: I perform a secretarial task when the manager is absent.
	I made the spreadsheets related to the task of different employees, some traveling arrangements and presentations, and inform everything to the employee. Therefore, everyone does their task. 
	When I inform every employee of the task via spreadsheet and inform the traveling arrangements then every worker knows their duty and performs their duties timely. Therefore, every work is done on time.
	The technology of the Hotel: Make the policy to use modern technology because, in the modern era, people are so advanced and prefer hotels that have a modern technology

	
Accommodate the Guest request:I handle all the requests that are made by the guestswho are staying in the hotel


	The guest makes different requests. If I receive any request, I quickly inform the related department when the manager is absent. 
	When I respond and work on the request immediately, fulfil the guest's request. Then the guest comfortably stays in the hotel and gives positive comments.
	Hiring Plan: Make a full plan to hire any employee. In addition, take a strong interview because the employee has a big impact on the hotel's performance.

	
Local Knowledge: When I receive a reservation then I first check the guest's local knowledge their background.

	I make alist of all the guests’ local knowledge because the people did not know the local area. Therefore, I easily recommend some restaurants some famous places and shopping malls according to their taste without any time waste.
	When I recommend some restaurants, some famous places and shopping malls then they easily go there. Moreover, leave the hotel happily, and recommended the hotel to other people.
	Booking Extranet: The hotel must use this modern software and give a proper training to the employees because Now the guest and foreign guest want the reservation are easy and quick. Therefore, for more guest must use this type of sites.

	I check the kitchen department, Housekeeping, Laundry. 


	I check all of these in 2 or three time in a day so everyone do their work properly
	When I checked every department then every employee perform their job properly then guests gets everything on time. Therefore, they went from the hotel happily.  
	Offer Packages: The motel manager must made the strategies that the guest attracts and through these strategies made superior then other hotels like offer the package where the guest stay one free day, one time free lunch, get some points etc.

	I also check that every guest are satisfy from the hotel services during their stay.


	When the guest are come for a breakfast or for dinner then I asked the question about the hotel service.
	If some tell any issue then solve this issue then I assured that they stay in the hotel comfortably and leave the hotel happily through this the guest will impress and gave the positive comments.
	Hygiene and safety: Make some strategies where the hotels managers must provide the training how to clean the rooms, make sanitizers always available and use it how to clean the kitchen products after the Covid-19 people are more conscious so did not stay where not focus on this. 
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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:

	
Element 1 – Property Management Systems (PMS)


	PMS
A property management system, which is computer software, can be used to arrange, organize, and oversee a hotel company's daily activities. It can manage everything from the reservation process to front and back office operations, channel management, guest communication, cleaning, and maintenance management, depending on the software provider (HIRUM. 2022). All types of properties, including the following, are increasingly using property management systems:

Key Elements Required for Hotel Operations
There are the following key elements (Minder. 2021):
Reservations
The property management system allows the hotel manager to automate the process to handle hotel reservations efficiently. PMS allows concentrating more on communicating with the guests. Additionally, a PMS considerably lowers the chance of overbooking your rooms, which immediately enhances the visitor experience at your establishment. Therefore, PMS plays a vital role in reservations.
Operations of the front desk
A front-desk manager will be able to manage payments, check guests in and out, and evaluate and alter room reservations thanks to these capabilities with the help of PMS. Customers desire a smooth check-in process. By putting in place a system that streamlines procedures, the hotel manager may increase customer satisfaction while giving your team more time to serve visitors. Hotels' main priority is to provide comfort to the guests.
Financial Management
Using a PMS, a hotel management team can better understand how to adjust and optimize operations to produce better results and maximize income. PMS is play an important element in financial management.
Housekeeping
The front desk employees and housekeeping can connect through the housekeeping module of the PMS system. The housekeeping module's major purposes are for maintaining the property, including managing room status, allocating cleaners, and providing housekeeper jobs. Housekeepers can easily update the status of jobs using a digital device if their PMS software is cloud-based.

	
Element 2 – Hotel reputation


	Online reputation can be defined as the overall opinion that people have about something or someone on the internet or in digital media. The swift growth of social media and the expansion of the internet's accessibility have both contributed to its recent popularity rise. The management of the hotel's reputation includes keeping an eye on and influencing how people perceive it online. The idea was first introduced in the field of public relations, but it has since shifted to include recently developed review websites, social media networks, and search engines. The effects of reputation management are more likely to negatively affect the hospitality sector than almost any other industry (Seha. 2021).
Pleased Guests
Satisfied guests who publish reviews, photos, and videos online highlighting the hotel's advantages over the competition will serve as brand ambassadors for the business. When the reputation of the hotel increases due to guest posts through this most people like to come and visit the hotel through this revenue of hotel increases.  
Respond to the Online Comments
Hotels should respond to channel comments personally and directly to avoid utilizing canned responses. Because the guests and customers came from abroad especially check the comments before any reservation Travelers tend to think that reviews of specific hotels are more helpful. The experiences of guests who share their channel experiences are reflected in the internet reputation. Comments have a strong impact on the hotel's reputation and hotel operation.

	
Element 3 - Communication 


	
Every workplace needs effective communication, but some people think hotel managers need it even more. Excellent oral and written communication skills are essential for running a hotel (Mha. 2015).
Importance of Communication
Make sure your personnel is aware of any corporate news or upgrades so they can provide the hotel's guests with the finest service possible. When every employee knows how to communicate with the employee then every employee has easily conveyed his or her updates to the guests. Establish a communication-valued culture in the Hotels Company.
Pay attention to your staff
The staff are the people who directly communicate with the employee so the manager must pay attention to the hotel staff. Communication is an element that is needed for hotel management. Since effective communication is a two-way process, managers need to pay attention to what their staff members are saying. Employees frequently become lethargic and inactive if management only gives commands and does all the talking. They must focus on the guests because their staff constantly interacts with them. They might provide innovative, first-rate suggestions for enhancing client service. The best approach to hearing from your employees, listening to their comments, and, if necessary, acting on them is to hold weekly feedback sessions (Hilmaliyan. 2019).


	
Element 4 - Staffing 


	The hiring procedure entails identifying workers who understand your objectives called staffing. The staffing process includes the procedures of finding, selecting, hiring, and maintaining a professional relationship with both future and current employees.
The process skills of staffing that are required for the hotel operations are as follows: 


Key Elements
Qualified Employees
In any hotel sector, hotel managers put a priority on hiring and retaining excellent talent if they hotel managers want to uphold the best standards of customer service. Hotel managers must take a candidate’s history, education, performance, interpersonal, customer service, and team-fitting skills into consideration.
Assessment of employees
Regular performance evaluations allow management to assess each employee's performance over time and, as necessary, provide feedback and constructive criticism. These reviews should be carried out frequently either annually or quarterly to ensure that staff productivity maintains at its highest levels for the duration of their employment with the hotel. Therefore, every employee performs their performance more because someone evaluates them.
Workforce management Procedures
Hotels need to use efficient workforce management techniques if they wish to consistently deliver high-quality service with low staff turnover. This is a key element that focusing on choosing suitable personnel, fostering good communication, and celebrating achievement will encourage long-term loyalty among your staff and result in satisfied hotel guests.
Time Management
Making sure that staff members are strategically located, that there is enough staff, and that they have the training and expertise required to execute duties is a crucial part of good time management. When designing a staff schedule, you must consider breaks, shift patterns, and overtime if you want to keep your employees content and productive. The creation of personnel schedules should begin far in advance to prevent last-minute adjustments or confusion that could result in mistakes or delays.
These are key elements that are required in hotel operation the hotel manager must consider these elements helps to run the hotel more effectively and enhances the performance of staff.
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