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Being a member of the staff at a hotel's front desk is more than just a job; it serves as the central nerve centre around which the whole establishment revolves. Because they are the first point of contact for visitors, front desk agents are responsible for developing a wide range of skills in order to be successful in their jobs. The following are some of the most essential characteristics for an individual working at the front desk of a hotel.
1. Excellent Communication Skills
It is very necessary for every front desk job to possess great communication abilities. It is essential to have the communication skills necessary to both provide and receive information in a manner that is courteous and understandable. According to Bardi (2011), front desk employees should communicate clearly to guests and maintain direct eye contact with them at all times throughout interactions with guests. During the course of my education in hotel management, I have gained an appreciation for the significance of clear and concise communication. My involvement in group projects and presentations has helped me polish my communication abilities, which is something that I want to do during my industry placement so that I may put those talents to work.
2. Customer Service Skills
According to Torres and Kline (2013), providing exceptional customer service is one of the most important factors in making consumers believe they are appreciated. In order to be successful in this profession, a front desk employee has to be a walking embodiment of the concepts of customer service. This includes greeting clients with a friendly smile and going the extra mile to assure their comfort. My experiences in school have taught me that providing excellent service to one's clients is the key to generating recurring business and building a reputable brand identity for any firm. My intention is to put this knowledge to use in my working life so that I may provide superior service to my customers.
3. Organisational and Multitasking Skills
Employees working at the front desk are often required to switch gears between activities such as answering the phone, taking bookings, processing payments, and listening to and responding to client concerns. It requires careful preparation as well as the ability to move between different jobs without much difficulty. My experience at university, in which I had to juggle my studies with a variety of other responsibilities, was crucial in developing these skills to their full potential. (Ford, Sturman, & Heaton, 2012) Due to this course, I now have the ability to see both their worth and the imperative nature of making improvements to it within the framework of a corporate setting.
4. Technological Proficiency
A site with a high level of technical sophistication is the front desk of a contemporary hotel. According to the findings of Law, Buhalis, and Cobanoglu (2014), it is vital to have a strong awareness of PMSs, res booking platforms, and other hotel technology. I have received training in information technology, with a particular emphasis on the software that is used in the hotel industry. I can't wait to put the knowledge and abilities I've recently learned to good use at work so that I can increase my own productivity while also enhancing the overall experience that guests at the hotel enjoy while they are there.
5. Problem-Solving Skills
Problems at the front desk are unavoidable and will, at some time, manifest themselves in a variety of forms. Two examples of these problems include overbooking of guest rooms and unhappy customers. According to Bardi (2011), an individual at the front desk has to be able to maintain their composure in high-pressure circumstances and be skilled at finding answers to difficult questions. The courses I've done and the collaborative projects I've been a part of have helped me develop these abilities even further, and I want to continue sharpening them during my internship.
No of the kind of lodging institution, these abilities are necessary for the smooth functioning of the front desk at any hotel. They contribute to the success of the hotel by raising the level of happiness and profitability of each individual guest's time there, which in turn contributes to the overall success of the hotel.
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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?


	Hotel Representation
	To ensure the hotel is well represented, I'll uphold high standards of personal grooming, professionalism, and courtesy. I will maintain a pleasant demeanour, engage positively with guests, and keep the lobby area clean and welcoming.
	Being the face of the hotel, the way I present myself and engage with guests directly impacts their perception of the hotel. Maintaining cleanliness in common areas is equally essential for a positive impression.
	I would propose conducting regular staff training sessions on guest interaction and hotel representation to ensure everyone is equipped to maintain these standards.

	Smooth Operations
	To run operations smoothly, I will follow hotel protocols and utilise the Property Management System (PMS) for managing reservations, check-ins, and check-outs. I will also maintain regular communication with other departments for synchronised workflow.
	Using the PMS efficiently and keeping open communication with other departments will ensure seamless operations. Adherence to protocols minimises mistakes and keeps the operations standardised.
	A quick-reference guide to common operational procedures at the front desk could be created for easy reference. Regular cross-training with other departments could also foster better understanding and teamwork.

	Plan Effectiveness
	I consider my plan effective as it blends guest-focused service with systematic operation management. It leverages technology (PMS), prioritises communication, and focusses on providing an exceptional guest experience.
	Balancing excellent guest service with operational efficiency is the essence of an effective hotel front desk operation. My plan aims to meet these requirements even in the absence of the manager.
	Continued training, professional development, and periodic reviews of our operational processes can ensure the plan remains effective and relevant.

	Future Scenario Resolution
	In the future, I would ensure a senior team member is on 'on-call' duty when the manager is unavailable. This way, there's someone to assist with complex issues. Additionally, regular role-plays or mock drills of such situations could be conducted for better preparedness.
	Having a senior staff as backup provides a safety net. Regular simulations of possible challenges build confidence and familiarity among team members, equipping them to handle real situations.
	I would suggest implementing a mentoring system where new recruits shadow experienced staff to learn the ropes quickly and efficient

	
	
	
	



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)


	It is possible to make the operation of a hotel more streamlined and successful by using a piece of software known as a Property Management System, or PMS for short. This, in turn, may lead to improved revenues for the hotel. Kasavana and Cahill (2003) argue that the system has the potential to be used to handle reservations, the checking in and checking out of visitors, invoicing and reporting, and even contact with the teams responsible for cleaning and maintaining the property. When looking to purchase a PMS, the two most significant factors to take into consideration are the system's usability and how easy it is to use. An effective hotel management system has to fulfil all of the following requirements: it needs to be user-friendly; it needs to provide comprehensive support for all hotel operations; and it needs to make accurate data accessible in real time. According to Law, Buhalis, and Cobanoglu (2014), it is vitally essential for the system to be able to evolve in a manner that is compatible with the growth of the hotel.







	
Element 2 – Hotel reputation


	According to Xie, Chen, and Zou (2017), the term "reputation" refers to the overall image that visitors and potential customers have of a hotel based on both their own personal experiences there as well as what they have heard from other people about the hotel. In other words, guests and prospective customers form their opinions of a hotel based on both their own personal experiences there as well as what they have heard from other people about the hotel. This impression is formed not just by the guests' individual encounters at the hotel but also by what they have learned about it from other guests and the general public. It is likely that if the hotel has a strong reputation in the neighbourhood and the surrounding region, it will see a rise in the number of repeat customers, it will attract new clients, and it will see an improvement in its bottom line. These three outcomes are all very possible. The hotel would benefit in a favourable way from any of these possible scenarios. According to Torres and Kline (2016), in order to effectively manage a hotel's image, it is essential to offer good customer service, monitor online reviews, maintain stringent cleanliness and comfort standards, and react in an appropriate way to issues that are voiced by guests. In addition, it is important to ensure that the hotel meets all regulatory requirements.







	
Element 3 - Communication 


	In the hotel industry, a significant degree of importance is placed on communication that is not only accurate but also succinct. According to Ozturk, Bilgihan, Salehi-Esfahani, and Hua (2018), enhancing communication between members of the staff and with guests has the potential to not only boost the efficiency with which the hotel's operations are carried out, but also the degree to which guests are pleased with their experience at the establishment. This is because better communication between staff members and with guests has the ability to improve the flow of information. In this environment, the capacity to communicate clearly both verbally and in writing, the ability to pay careful attention to one another, and the ability to successfully handle stressful circumstances are all critically important skills. According to Bardi (2011), the inclusion of technology (such as chatbots, email, and messaging services) should take place in a manner that maximises productivity without sacrificing the human aspect. This may be accomplished by ensuring that the human element remains intact. Planning ahead will allow you to realise this goal successfully.







	
Element 4 - Staffing 


	When it comes to staffing, the most important thing is to have the right people at the right time who have the ideal combination of skills. This is the most important thing. According to Jones and Lockwood (2004), it is the component that has the most significant impact on the overall service quality, the level of satisfaction that a client experiences, and the effectiveness with which a hotel operates. In addition to this, it is the facet that has the most scope for development in the future. The optimal ratio of personnel to clients is only one of the many crucial factors that must be taken into account in order to operate a successful hospitality company, but it is by no means the only element of its sort. According to the findings of Tracey and Hinkin (2008), the presence of a crew that was adequately manned and had been well trained had a significant impact, not only on the level of pleasure that visitors experienced, but also on the effectiveness with which operations were carried out.
	
Effective hotel administration is supported by four pillars, which are the Property administration System (PMS), Hotel Reputation, Communication, and Staffing. The significance of this pillar is the lowest among the four. It is conceivable that having knowledge of these aspects and effectively controlling them would have a significant impact on the operational and financial performance of a hotel's customer service as well as the bottom line. If having access to this information would result in more effective management of these components, then this would be the case.
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