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The front desk position at the hotel is crucial. When visitors check into the hotel, it is their initial point of contact. The front desk crew is in charge of fostering a friendly atmosphere and providing top-notch client service. To succeed in this role, you need a wide range of abilities. The abilities required to work at the front desk of a hotel will be discussed in this essay. I'll give instances from the industry to support my ideas.
Skills in communication
The front desk employees must be able to effectively communicate with coworkers, visitors, and management. Both verbal and nonverbal communication are included in communication skills. Front desk staff members must listen intently, pose important questions, and address visitors' concerns (Bardi, 2010). A visitor may require directions to a neighbourhood eatery or have inquiries about the hotel's services. In order to give visitors accurate and timely information, it's critical to communicate with them efficiently.
Skills in Time Management
Front desk workers must have the capacity to efficiently manage their time in order to meet the demands of their position. They ought to be able to multitask and prioritise under time constraints (Wood, 2013). They ought to be quick to adjust to changes as well. Without sacrificing quality, front desk staff should be ready to handle abrupt increases in visitor arrivals.
Skills for Solving Issues
Staff at the front desk should be able to resolve issues swiftly and effectively. The front desk employees need to have the ability to recognise issues, acquire data, and develop solutions. The employees at the front desk ought to be able to locate and address issues in guest rooms (Corgel et al., 2011). To guarantee that issues are quickly resolved and that the guest encounter is not compromised, it is crucial that visitors have problem-solving abilities.
Technical Expertise
Hotel management systems like "property management and customer relationship management" should be familiar to the front desk staff.  To track visitor preferences and improve hotel operations, these methods are utilised. The PMS may be used by front desk workers to check in visitors, monitor room availability, and process payments (Hammer, 2016). If you have technical talents, hotel operations must be effective and efficient.
Interpersonal skills 
The front desk employees must be able to establish relationships with both guests and their coworkers in order to foster a healthy work environment (Fallon and Rutherford, 2010). While interacting directly with visitors, front desk employees should be able to smile cheerfully, strike up a conversation, and display empathy. To make a space that is cosy and friendly for visitors, it helps to have strong interpersonal skills.
Sales Ability
Front desk workers must have strong sales skills in order to market the hotel's facilities and services to visitors. They must to be able to recognise visitors' wants and make suggestions for goods and services (Solomon, 2018). Employees at the front desk can recommend a spa session or restaurant booking according to the interests of the visitors. 
Focus on the Details
Front desk workers should have a keen eye for detail to ensure correctness and timeliness in hotel activities and client information. They must promptly recognise and fix issues if they want to prevent bad guest experiences. The front desk staff is responsible for verifying the accuracy of guest reservations, the programming of room keys, and the recording of guest preferences (Tesone, 2015). To ensure that hotel operations run well and that guests have a good time, attention to detail is crucial.
Both theoretical knowledge and practical experience are crucial in the hospitality sector. Although I can acquire customer service strategies in a classroom, I can only build the abilities required to cope with various customers and scenarios by getting real-world experience.
For the purpose of applying theory to the industry, it is crucial to get practical experience. Entry-level jobs and internships are two ways to accomplish this (Johnston et al., 2012). I can put the theories and concepts I've studied in class to use in real-world scenarios once I've gained some practical experience. I may use my newfound understanding of the value of effective customer service communication to assist visitors by actively listening to them and speaking clearly.
In the hospitality sector, front desk abilities are crucial since they have a direct impact on the guest experience (Tewan, 2009). The front desk is where visitors interact with hotels for the first time. The tone of their entire stay is set by this encounter. The front desk employees should be kind, accommodating, and careful. As a result, visitors are more likely to recommend the hotel to others. An unfavourable first impression can be challenging to overcome if the front desk staff is unresponsive. The front desk crew needs to be trained and developed if hotels wish to provide great customer assistance and have a good 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? 
 

	Familiarize myself with hotel policies and procedures
	I'll spend some time reading over the hotel's rules and procedures handbook as it's my first day on the job. This will make it easier for me to know what is anticipated from me and make sure that I am dealing with visitors according to the proper procedures.
	I can fully understand all hotel regulations if I do this. And this will enable me to provide accurate information to all of the visitors.
	I will advise the hotel to develop a backup plan for circumstances when a manager is absent to report to work in order to guarantee prompt resolution of this event in the future. This can include establishing a designated alternative manager or giving employees extra training so they can take over management responsibilities in the event of a manager's absence. The hotel can also think about installing a system that allows remote access to crucial files and systems so that management can still view crucial data and make decisions regardless of whether they're physically available at the hotel. The hotel can guarantee that services continue to function smoothly and customers get the finest service possible even under unforeseen situations by establishing an emergency strategy in place.

	 Prioritize guest needs
 
	As a front office employee, I am aware that the needs of the visitors come first. I'll be sure to smile as I welcome visitors, pay attention to their wants and requirements, and provide them the best service I can. This include answering any inquiries they may have, helping them check in and out, and handling any problems or grievances they might have.
	I'll prioritise guests' requirements to provide them the finest service possible, enhancing the hotel's reputation.
	

	 Maintain a professional appearance
 
 
	As a guest's initial point of contact, it's crucial that I keep my look polished. I'll make sure I'm adequately attired in line with the hotel's uniform policy and keep my office clean and organised.
	I will project competence and professionalism to visitors by keeping a professional look, which will aid in gaining their assurance and trust in the hotel.
	

	 Keep open lines of communication
 
 
	I must maintain open channels of contact with my team members while my boss is ill. This will contribute to the seamless operating of things during my shift. I'll make sure to let the rest of the team know about any problems or worries I have, and I'll also ask for assistance when I need it.
	This would be the best strategy since I could tackle any unforeseen scenario by staying in touch with the whole team.
	

	 Follow established protocols
 
 
	I will handle visitor requests, room allocations, and other responsibilities in accordance with established procedures to guarantee that all the operations function properly. This will make it easier for me to maintain my organisation and make sure I'm giving my customers the finest service possible.
	I'll make sure that things go off without a hitch by adhering to established procedures, preventing any misunderstanding or disruptions.
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Component 3
“The key elements that are required when considering the four elements of hotel operations”
Competent hotel operations are crucial in the fiercely competitive hospitality sector to guarantee that visitors have a good time and come back again. A hotel business's success depends on a variety of important factors. Four of the most important factors are "Property Management Systems (PMS), Hotel Reputation, Communication, and Staffing" (Rutherford, 2021). In this essay, we'll go over each of these components and explain why they're so important to hotel operations.
"Property Management System (PMS)", a software system that controls hotel operations, including booking, room allocations, and guest check-ins and check-outs. The PMS serves as the operational brain of every hotel. It would be challenging to effectively run its daily operations without it (Moraitis, 2018). One of PMS's main benefits is that it can automate numerous manual procedures in hotels. For example, a PMS may automatically update inventory quantities in real time, ensuring that front desk personnel always has a clear understanding of the rooms that are available. This may assist in lowering mistakes and ensuring that all hotel departments are coordinated. If a visitor departs, the PMS may be used to alert the cleaning crew to get the room ready for the subsequent guests. A solid PMS would make it simple for hotel personnel to handle bookings, changes, and cancellations (Abukhalifeh and Pratt, 2022). This includes having the option to allocate rooms, examine room availability, and follow bookings in real-time. Hotels may enhance their customer service by using a PMS. Hotels may use the system to record customer preferences and provide them specialised services. A PMS is a fantastic tool for hotels to rapidly and effectively resolve guest concerns (Engeset  and Heide, 2016). Without a PMS, hotels would struggle to run their daily operations, automate tedious tasks, and provide first-rate customer service.
The reputation of the hotel is another crucial component of its operations. The ability of a hotel to draw in and keep customers may be significantly impacted by its reputation. A hotel with a good reputation is more prone to get recommendations and favourable reviews (Wood. 2013). Yet, a hotel with a bad reputation can find it difficult to bring in new customers or might get unfavourable reviews. There are several things that might affect a hotel's reputation. These elements comprise the quality and accessibility of hotel accommodations and services, staff responsiveness, the hotel's cleanliness and general look, and the cost of the accommodation. Hotels must retain a favourable image by offering outstanding customer service and ensuring the satisfaction of their visitors (Johnston et al., 2012). Hotels are required to address complaints from visitors and take appropriate measures to fix any issues. Also, hotels must make sure that both its employees and amenities are tidy and competent. One of the most crucial elements in establishing a good hotel reputation is customer service. The staff should be welcoming, alert, and sensitive to the wants and concerns of the guests. This entails offering individualised service, immediately resolving customer problems, and going above and beyond to satisfy customers. By soliciting customer input, hotels may improve their reputation. This may be accomplished by soliciting comments from visitors or inviting them to post reviews on "Google" and "TripAdvisor" (Prasad et al., 2014). Hotels may demonstrate their concern for their customers' needs by paying attention to their concerns and acting to address them.
Hotel operations depend heavily on communication. It enables collaboration amongst many departments so that visitors get the best service possible. Hotels must first create effective channels for departmental communication (Tesone, 2012). Regular departmental head-to-head meetings, email correspondence, and the usage of internal messaging systems might all fall under this category. Every department will be kept apprised of any modifications or issues that potentially influence their job if there are open lines of communication. Hotels must guarantee quick and accurate communication. Any modifications, problems, or improvements that could have an impact on the work of the staff must be promptly communicated to them. Staff employees can efficiently carry out their responsibilities if they are given the relevant knowledge (Sigala, 2015). Open communication must be encouraged in hotels. Staff employees should be supported in and encouraged to share information and opinions when making choices. This will boost productivity and staff morale, which will benefit the team overall and benefit customers. Fourth, hotels should employ technology to enhance communication. This entails using project management tools, chat platforms, and mobile applications that allow personnel to connect and access the data from any place. Technology can facilitate communication, increase productivity, and guarantee that staff members are always informed of the most recent developments (Rahimi and Kozak, 2017). 
The "staffing" of a hotel is another crucial component. It's critical to choose the best employees, teach them, and supervise them well (Bardi, 2021) The visitor experience will be significantly impacted by this. There are various crucial components that must be present for efficient staffing in hotels. The correct employees must be hired first by hotels. This implies that employees must possess the knowledge, abilities, and credentials necessary for the jobs they hold. Also, employees must be culturally consistent with the hotel's goal and values. The training of hotel workers must be adequately supervised. Training involves educating the workforce on guest relations, hotel practises, security procedures, and other topics (O'Fallon and Rutherford, 2010). Employees must to be able to advance their education and acquire new abilities. Hotels need to make sure their employees are properly handled. This involves establishing specific standards and providing frequent performance feedback. Moreover, supervisors should be there for staff members to turn to for advice and assistance when they do. Hotels must make sure that their employees are motivated and engaged. A smart method to achieve this is to acknowledge staff members' successes and provide them chances to take on additional duties and challenges (Johnston et al., 2012). Motivated employees will provide great customer service, which may increase visitor happiness and improve company success.
Open and transparent communication channels guarantee that employees have all of the knowledge they need to perform their duties successfully (Wood, 2013). Employee satisfaction and productivity may both increase in an open communication culture. Successful staffing involves selecting the best candidates, providing them with the necessary training, inspiring them, and administering them well. These components will support hotels' efforts to improve customer satisfaction and boost profitability.
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