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Working at the front desk of a hotel necessitates possessing a variety of skills in order to successfully handle a variety of duties and provide superior customer service. In the hospitality business, one of the most important jobs is working at the front counter of a hotel. The primary responsibilities of a front desk assistant include meeting and welcoming guests, processing their check-in and check-out requests, responding to inquiries from guests, and ensuring that guests have a pleasant stay. Therefore, in order to successfully carry out their responsibilities, front desk agents at hotels need to possess a particular set of skills (Buhalis et al. 2022). The following are some of the most important abilities needed to work at the front counter of a hotel:
Receptionists at hotels must be able to communicate effectively in writing, including via email, note, and other business papers, using standard business conventions. Employers want to recruit people who have outstanding written communication skills because front desk employees may need to prepare documents that are sent to important stakeholders.
Active listening is a process in which a person conveys their attention to the person who is speaking through the use of non-verbal communication signals such as nods, smiles, and eye contact as well as through the use of minor speech movements. As front desk workers communicate with customers and other employees of the business on a daily basis, active attention is a skill that is important to both delivering excellent customer service and obtaining clear instructions regarding job responsibilities. Their capacity for active attention enables them to appreciate the speaker and ensures that they are understood. 
Front desk personnel who are employed in the hospitality business or who are employed by a multinational organisation may come into contact with customers who speak languages other than their own. Candidates who are able to communicate or compose in more than one language are desirable to potential companies as a result (Sigala et al. 2021). 
In order to handle multiple duties at once, such as welcoming customers, answering the phone, responding to the manager, working on the computer, and resolving any issues that visitors may have, hotel receptionists need to have strong organisational skills.
Front counter employees must have outstanding customer support skills. They should have a pleasant demeanour, make visitors feel welcome, and be able to communicate clearly with guests. Complaints must be dealt with in an appropriate manner, and the issues must be resolved to the satisfaction of the customers.
It is important to have strong communication skills in order to communicate with visitors, comprehend their requirements, and address any grievances they may have. It is expected of receptionists that they are able to communicate successfully face-to-face, over the phone, and in writing (including email).
Front desk workers need to be able to multitask and stay pleasant to clients despite the high volume of people they service at once.
The covering of the front counter is generally split into three segments, and hotel receptionists should have the flexibility in their timetables to work a variety of shifts.
Since hotel receptionists are the first point of interaction for visitors and represent the hotel’s image, they are expected to present themselves in a manner that is both professional and friendly at all times.
In order to properly handle appointments, check visitors in and out, and process purchases for hotel services, hotel receptionists should have a fundamental understanding of computers.
Hotel receptionists should have prior experience dealing with hotel registration software such as Cloudbeds and RoomKeyPMS. Additionally, they should be familiar with the functionality of vacation planning websites such as Booking and TripAdvisor (Mariani and Baggio, 2022).
Agents working the front counter need to be able to think analytically and find solutions to problems as they crop up. They need to be able to deal with unforeseen circumstances, such as postponed appointments or overbookings, and come up with solutions that are beneficial to both the hotel and the customer.
In order to successfully handle visitor appointments, educate customers about available payment methods, and validate customers’ credit card information, hotel receptionists need to have outstanding attention to detail.
It is important for hotel receptionists to collaborate closely with other members of the housekeeping staff in order to ensure that each visitor has a pleasurable and enjoyable stay while also preserving or enhancing the hotel’s reputation (Aladag et al. 2020). In most hotels, this entails working closely with the hotel’s concierge, greeting visitors, and handling appointment requests.
Working at a hotel's front counter calls for a wide range of abilities and traits, including the ability to juggle, focus, pay attention to detail, and handle time effectively. Hotels can teach their front desk employees with a complete program that includes instruction on social skills, SOPs, computers, tools, productivity, goal planning, and frequent reviews.
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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?


	I am going to maintain a neat and well-stocked front counter, including paper, pencils, and any other office supplies that might be needed (Ritchie and Jiang, 2021).
	For my job, it is essential that I am proficient in using computers. Word, Office, PowerPoint, Excel, QuickBooks, and Access are just some of the Microsoft applications I'll need to master.
	It will affect customer’s mind with a positive impact as well as a good organizational culture.


	When formulating my backup plan, I will take each potential threat into account and rate it according to how likely it is and how severe it would be. This will allow me to zero in on the most pressing threats.

	I am going to put forth an upbeat, inviting vibe as I greet visitors at the front counter.
	Front desk work is a great fit for people like me who are outgoing, intelligent, and have excellent people skills. I need strong communication skills to succeed as a secretary. Equally important is keeping a calm, collected, and professional attitude no matter how busy or stressed I may feel.
	Having the ability to multitask will serve me well in the future, particularly if I end up working in high-stress situations.

	I will describe potential outcomes, who needs to be informed, and what each party's response entails. I will have my boss or leader of the relevant section sign off on it.

	I am going to accept all contacts and either transfer or store notes as required.
	I spend the majority of my day on the phone, whether it's getting notes for the supervisor, routing calls to employees, or organizing meetings. Proper phone etiquette requires me to maintain a pleasant demeanour at all times, abstain from eating or drinking while chatting, watch my language, and demonstrate an interest in helping the person on the other end of the line.
	Since I will be working directly with consumers and clients every day, effective communication skills are crucial for my position as a secretary. Actually, the majority of jobs require some degree of speaking expertise.
	Constant vigilance is required to detect and respond to emerging threats. If I find a new danger and it's serious enough or likely enough, then I need to make a new backup strategy (Chambers and Cifter, 2022).

	In order to get mail ready to be sent out, I must do things like writing letters, sealing packages, etc.
	In any situation, the ability to think critically and quickly is crucial, even if it's just to solve a paper clog in the printer.
	All secretary positions require some level of technological proficiency, which is not surprising given the rapid pace of modern change. Taking this instruction will help me get ready for many facets of my new job.
	After finishing the strategy, I will keep it in an easily accessible place, such as a project management software, so that everyone can refer to it as needed. In the event that a danger materializes, I will inform my team members of the measures they need to take to mitigate it.

	I am going to participate in other responsibilities, such as setting up trip plans and timetables, as needed.
	If I want to succeed in my position as a secretary, I need to be flexible and ready to take on additional responsibilities that are not specifically listed in my work description.
	Some parts of my work were difficult and time-consuming, so I need to be proactive in problem-solving and eliminating them as soon as possible. Being able to think on my feet and get things done with little direction is a must in high-stakes jobs, so I am glad I have been raised with these skills (Pelit and Katircioglu, 2022).
	Developing a backup plan is a major undertaking, so before I get started, I will make sure I have the backing of key decision-makers. I will be in constant communication with my backers as I develop my strategy to make sure I am addressing all of the most critical threats and have a sound plan to mitigate them.



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)


	Property management systems (PMSs) are all-encompassing computer programs that serve many purposes, such as managing front desk operations, sales and marketing, facility management, and monitoring. Essential components of a property management system (PMS) for a hotel include:
The property management system (PMS) streamlines the process of taking orders and keeping track of guests’ personal information, allowing hotel employees to better control vacancy levels.
The PMS supports online bookings made by visitors via the hotel’s website or through a third-party service.
Check-in, check-out, room allotment, room modification, and room availability are just some of the front desk operations that are coordinated by the PMS (Li et al. 2021).
In order to keep tabs on visitor costs and payments, create bills, and manage accounts, the PMS uses automation to handle accounts payable.
The PMS streamlines the management of deals, specials, and other forms of marketing by automating the related sales and service tasks.
The PMS computerised the process of managing supplies, tools, and other materials by keeping tabs on stock, requests, and dispatches.
The PMS facilitates more effective management of employee data, appointments, and payments by automating HR and payroll functions.
The PMS facilitates the administration of quality control, checks, and evaluations of hotel accommodations, tools, and amenities by automating quality management (Uyar et al. 2020).

	
Element 2 – Hotel reputation


	Hotel image relies heavily on positive reviews posted online. When compared to similar properties, a hotel’s internet image is a major factor in its total success. Location, staff, cuisine, and promotion are just some of the aspects that contribute to a hotel’s overall image. However, the hotel’s name and brand are entirely online, and guests can learn everything they need to know about it before making a reservation (Law et al. 2022). A hotel’s internet image is extremely important, as it can have a direct impact on booking choices and income. Some important factors to think about when managing a hotel’s internet image are as follows:
The term “reputation management” refers to the process of tracking and shaping the public’s impression of a lodging across various online mediums.
Hotels face unique difficulties in the area of reputation management because of the prevalence of information for purchasers and the weight evaluations carried in the purchasing process. 
The administration of a hotel’s online reputation entails two primary steps: the first is to safeguard the brand in the event of an unforeseen emergency, and the second is to fortify the brand when things are going well. 
Travellers are more apt to reserve a hotel with a better ranking than they are with a well-known hotel chain. 
Hotel reputation management is an ongoing undertaking that calls for uniformity of tone and appointed individuals to react to evaluations (Pillai and Sivathanu, 2020).
Customers can be persuaded to leave good feedback by being politely asked for reviews and then being told how much those reviews would mean to the hotel. 
An easy-to-use system for monitoring and responding to guest feedback online is essential for hotels looking to improve their internet image.

	
Element 3 - Communication 


	The most important part of communicating in a hotel is making visitors feel like they were heard, understood, and valued. To establish rapport, guarantee collaboration, and sustain positive labour relations, good dialogue is essential. When it comes to running a motel, the following are some of the most important aspects of communication:
Personalization and genuineness should permeate all interactions with guests. To better serve their visitors, employees should strike up discussions with them and inquire as to their likes, dislikes, and requirements. Communications in cyberspace should also be authentic and tailored to the individual.
The employees at a hotel should go above and beyond for their visitors by providing them with a personalised experience, including the provision of comforts and benefits specific to their individual tastes and preferences before they even check in.
Providing outstanding service to guests is the industry’s lifeblood. In order to provide visitors with the finest service available, hotel employees should undergo frequent training (Law et al. 2020).
Chatbots, texting apps, and customised apps are all ways that hotels can maintain contact with their clients and offer them a more tailored stay.
The hotel staff should assess the pulse of the visitors at all times and act swiftly to meet their demands (Denizci, 2020). A better visitor experience and fewer complaints can result from this.

	
Element 4 - Staffing 


	Hotel operations are not complete without proper staffing, which includes the administration of human resources to ensure that a sufficient and knowledgeable personnel is accessible at all levels in order to fulfil the enterprise’s employee requirements. Staffing is an essential component of hotel operations. The following are the primary components that constitute hotel staffing:
The hotel’s staffing needs to be planned for, including the number of workers needed and the qualifications for each job.
Attracting and finding prospective applicants for job openings is part of the employment process, while selecting the best candidates for open jobs is part of the selection process (Kandampully and Solnet, 2020).
Having recruited the right people, the next step is to give them the training and development they need to do their tasks well.
Employees should have their work assessed on a frequent basis, and those who contribute to the hotel’s success should be compensated fairly.
Making bookings, checking visitors in and out, and answering inquiries are just a few of the everyday tasks that fall under the purview of the front desk employees at any given hotel (Fu et al. 2019). When it comes to the hotel’s bottom line, no other section is more important than the front desk because of the direct and continuous interaction they have with visitors and the pressure to anticipate and fulfil their every desire.
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