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Working at a hotel's front desk requires vital customer service, communication, organizational, and problem-solving skills. Excellent customer service skills are essential. Front desk staff must demonstrate good customer service to properly greet guests and provide them with the best possible experience. This includes being friendly and helpful, addressing guests' concerns, and providing accurate information about the hotel and its amenities. It also means being able to defuse any problematic customer situations calmly and professionally. Strong communication skills are essential. Front desk staff must communicate effectively with guests in person and over the phone (Buhalis and Moldavska, 2021). They must clearly explain hotel policies, procedures, and rates and answer any questions guests may have. They must also be able to take reservations and accurately provide guests' directions. Organizational skills are essential for the front desk staff. They must maintain accurate records and keep track of reservations, cancellations, and special requests. They must also be able to quickly locate and access the information they need to serve guests efficiently. Problem-solving skills are essential. Front desk staff must be able to troubleshoot issues, such as guests needing to change their reservations or assistance with their room keys. They must be able to think on their feet and come up with solutions to any problems that may arise. The skills required to work in this position are varied and complex and it is important to understand how all of these skills can be applied in the hospitality industry. Engaging with literature is an essential skill for those working in the hospitality industry, as it provides important information on how to handle customer service and guest relations and resolve disputes. Front desk workers must also understand hotel procedures and services and have strong cognitive and intellectual skills to make decisions quickly and use their judgment to determine the best course of action in any given situation. Practical skills, such as using computers and other technology and multitasking, are also important. Transferable skills such as time management and interpersonal skills are necessary for providing an excellent customer service experience. Good customer service is key to a successful business, and the front desk staffs is the first person a guest will come into contact with. To provide exceptional customer service, front desk staff must possess the necessary skills and knowledge. Engaging with literature and being aware of the latest trends in the hospitality industry is essential for keeping up to date with the latest customer service techniques. A thorough understanding of hotel procedures and services is also necessary for providing adequate customer service. Problem-solving skills are important for thinking on one's feet and coming up with solutions to any problems. Strong cognitive and intellectual skills and transferable skills such as time management and interpersonal skills are necessary to provide an excellent customer service experience. In conclusion, working at a hotel's front desk requires various skills and competencies. By developing a thorough understanding of the hospitality industry, engaging with literature, and possessing the necessary cognitive and intellectual skills, front desk staff can provide guests with an excellent customer service experience and ensure the hotel's success.











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?


	· 
· Greet each guest warmly and professionally: Ensure that each guest feels welcomed and important.
· Understand guest needs and preferences: Ask questions to understand what the guest is looking for and explain options available to them. 
· Answer guest questions accurately: Provide accurate and up-to-date information about the hotel, amenities, and local attractions.
· Be proactive: Be proactive in helping guests with their requests and anticipate guests’ needs
·  Follow policy and procedures: Follow standard operating procedures and policies related to check-in/check-out, room assignments, and other customer service requirements.
· Maintain a clean and organized work area: Ensure the front desk area is neat and organized at all times. 
· Resolve guest complaints: Listen to guest complaints and take prompt action to resolve them. 
· Ensure customer satisfaction: Ensure that each guest is satisfied with their experience and that any issues are addressed in a timely manner.
· Report any issues to the manager: Report any unusual issues or complaints to the manager.
· Monitor the front desk area: Monitor the front desk area and make sure that all guests are being taken care of properly.


	1. Be proactive:
 • Greet customers upon arrival and be available to answer any questions they may have
 • Check in with co-workers to ensure that everyone is on the same page.
 • Monitor the front desk area and ensure that all necessary supplies are stocked and organized.
 • Stay organized and prioritizes tasks.
2. Stay Calm and Professional: • Remain calm and professional in all interactions with customers, co-workers, and supervisors. • Keep a positive attitude and maintain a customer-centric focus • Remain focused and attentive to ensure customer satisfaction. • Actively listen to customer concerns and respond appropriately. • Follow through on customer requests in a timely manner.
3.   Be an Effective Communicator 
• Ensure that all customer inquiries and requests are addressed promptly and accurately.
• Follow up with customers and supervisors regarding any questions or issues that arise.
 • Keep supervisor and/or manager updated on customer concerns and any changes in operations. • Communicate with co-workers to ensure that all tasks are being completed in a timely and efficient manner.
 • Familiarize yourself with the company’s policies and procedures.
By following these steps, I am confident that I can ensure that operations run smoothly throughout my shift. By greeting customers promptly and professionally, familiarizing myself with the front desk, ensuring that all guests are checked in properly, delegating tasks as needed, maintaining a positive attitude, taking the initiative, 
	My action plan is designed to be the most effective by utilizing a systematic approach to the duties of a front desk associate. Each step is straightforward and focused on providing guests with the best possible service. The plan also ensures that the front desk is properly maintained and that all paperwork is completed at the end of a shift. By following this plan, guests will be provided with excellent customer service, and the front desk will be kept in a neat and organized manner. Furthermore, any complaints or inquiries will be handled efficiently, and all supplies will be accounted for. This plan is the most effective way to ensure that the front desk is running smoothly and that guests are provided with an enjoyable experience.
	Contingency Plan:
 1. Establish a clear chain of command in the event of the manager’s absence. 2. Develop a standard operating procedure that outlines the responsibilities of each staff member in the event of the manager’s absence.
 3. Make sure that all staff members are aware of their responsibilities in the event of the manager’s absence. 
4. Have a designated staff member who is responsible for coordinating and monitoring tasks in the event of the manager’s absence. 
5. Ensure that all staff members are aware of any changes in procedures or processes that may occur in the event of the manager’s absence. 
6. Establish a clear policy on communication in the event of the manager’s absence.
 7. Have a system in place for monitoring the progress of tasks in the event of the manager’s absence. 
8. Regularly review the contingency plan to ensure that it is up to date and relevant. by having a contingency plan in place, it will enable the front desk staff to quickly and efficiently handle any situation that may arise in the manager’s absence. This will also minimize any disruption to customer service and ensure that tasks are completed in a timely manner.



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 (PMS) offer an efficient and comprehensive solution for managing various aspects of a property, such as rental agreements, tenant and property records, financial records, maintenance and repairs, as well as customer relations. In order for a PMS to be effective and successful, there are a few key elements to consider. The first element to consider is cost. PMS technology can be expensive, especially for small and medium-sized businesses (Fasth, Elliot and Styhre, 2021). It is important to evaluate the cost-benefit of a PMS and determine if it is a worthwhile investment. Some PMS solutions may require additional investments for customization and maintenance. , if a business is considering multiple PMS options, it is important to compare the cost of each solution in order to make the most cost-effective decision. The second element to consider is scalability. A PMS should be able to handle the demands of a growing business. The system should be able to easily integrate with other software and systems, and the data should be accessible and secure. It is important to evaluate the system’s ability to handle large amounts of data and transactions. If a system cannot handle the demands of a growing business, it may not be the right choice. The third element to consider is user-friendliness. A PMS should be easy to use and allow users to quickly access and manage data. The system should be intuitive and offer users the ability to customize their experience. 



	
Element 2 – Hotel reputation


	



Reputation is a crucial element in the success of any hotel business. A hotel’s reputation is based on the quality of its services, its customer satisfaction, and the overall value it offers. The following are some key elements that need to be considered when discussing a hotel’s reputation. First, the quality of service is paramount. Customers will remember how they were treated and their experience while staying at a hotel, which can make or break a hotel’s reputation. From hospitality to housekeeping, restaurants to spa treatments, every aspect of the customer experience should be of the highest quality (Google Books, 2022). Hotels should strive to provide an enjoyable, memorable experience that leaves customers satisfied and eager to return. Second, customer satisfaction is essential. Hotels should regularly solicit feedback from their guests and take steps to ensure that they are delivering the best possible experience. This can include providing helpful and courteous staff, responding to customer complaints quickly, and providing a variety of amenities. Hotels should also ensure that their online presence is up-to-date and accurate, which can be a significant factor in gaining new customers. The overall value of the hotel is also vital. Hotels need to provide competitive pricing and packages that are attractive to customers. 


	
Element 3 - Communication 


	


Communication is an essential component of a successful front office in a hotel. Effective communication between staff and customers is essential to ensuring a positive guest experience and providing the necessary services to keep the hotel running smoothly. The key elements that need to be considered when it comes to communication in the front office are Clear and concise communication: It is vital to ensure that communication between staff and customers is clear and concise. This involves providing customers with information in an easy-to-understand manner and ensuring that all customer requests are responded to promptly. Professionalism: Communication in the front office should always be professional. This includes avoiding the use of slang or colloquial language, as well as maintaining a positive attitude towards customers. Empathy: It is crucial for staff to demonstrate empathy when communicating with customers (Journal of Relationship Marketing, 2020). This means showing understanding and compassion for a customer’s situation and being willing to go the extra mile to ensure a positive guest experience. Communication channels: Front office staff should be aware of the various communication channels available to them. These include telephone, email, instant messenger, and social media. It is vital to use the most appropriate channel for the specific situation. Listening: Communication involves both speaking and listening. It is essential for staff to listen to what customers have to say and to respond appropriately. Listening is also vital to understanding customer needs and providing the best service. By considering these essential elements, front office staff can ensure that communication with customers is effective and professional. This will ultimately lead to a better customer experience and a more successful hotel.





	
Element 4 - Staffing 


	
	
The staff assigned to the front office must have the necessary qualifications and certifications required for the position. They should have a good knowledge of the hotel industry, including the latest trends and technology used in the sector. Professionalism: Professionalism is a must when staffing the front office. The staff should be courteous and presentable at all times. They should be able to handle guests with the utmost respect and courteousness (Tareekouje, 2019). Knowledge: The staff must know the hotel's services and facilities well. They should be able to answer any guests' queries and provide them with the best possible advice. Communication Skills: The staff must have excellent communication skills. They should be able to communicate effectively with guests and be able to answer their questions in a timely and efficient manner. Teamwork: The staff should be able to work well as a team. They should be able to take instructions from their superiors and work in harmony with other staff members. Stress Management: The staff should be able to handle stressful situations professionally. They should be able to think on their feet and respond accordingly to any situation (Journal of Human Behavior in the Social Environment, 2019). Flexibility: The staff should be flexible in their duties and responsibilities. They should be able to work in shifts and adapt to different situations. These are the key elements required when considering Staffing in the hotels' front office. These elements can ensure that the hotel's front office runs smoothly and efficiently.
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