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Component One:
What are the key skills required to work on the hotels front desk?
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The hotel reception is also known as the “front desk” of hotels. The hotel’s front desk, which has direct interaction with customers, is a crucial division. “Pre-arrival”, “arrival”, “occupancy” and “departure” are all parts of the important services towards their guests. Moreover, the person functioning in the front desk is in charge of welcoming visitors and assigning them a room. The workers at the front desk are in charge of allocating hotel employees to clean occupied rooms. The workers at the front desk are in charge of allocating hotel employees to clean occupied rooms. They assist the hotel’s logistics and paperwork. The following are the skills that are required to work in a profile relevant o front-desk in a hospitality organisation
Interpersonal Communication:  
Interpersonal communication mainly provides a framework for understanding the regular conversation between individuals (Hartley, 2002). Every day, one may deal with higher management staff, peers, consumers or business clients as a front desk professionals. Due to this significant aspect of the profession, one needs alter their speech patterns in order to effectively interact with them. For businesses looking to recruit front desk workers, interpersonal communication is crucial since it shows that a job prospect can relate to people from various backgrounds and, in doing so, favourably represent their company. Effective communication abilities are especially important in the hospitality industry because they may help employees build connections with customers, resolve disputes, and improve customer experiences.     
Problem Solving: 
In the occupation of a front desk executive, one should have the ability to identify problems and use “problem-solving” techniques to come up with resolutions (van Laar et al., 2019). Problem solving skills will help to resolve any concerns of their guests in a suitable way. The capability to address the concerns clients are facing, come up with the plan to fix it and then follow up with them to ensure their pleasure is one of the key aspects of working as a front desk manager in a hospitality industry (Tewan, 2009). 
Customer Service: 
Customer experience is an aspect of business-customer contact that involves both rational and intuitive cues obtained from various touch points (Khan, Garg and Rahman, 2015). In order to preserve client satisfaction, front desk staff must possess outstanding customer service skills. A hospitality firm may develop a great image by providing exceptional customer service. Positive word-of-mouth may have a big influence on the efficacy of the business since satisfied customers are more inclined to refer the establishment to others. Customer service skill is crucial in the hotel sector since it frequently represents both the first and last contact that customers have with a company. 
Computer literacy: 
Being a front desk, a person requires utilising computers to maintain records, handle payments and perform other activities. However, front desk managers need to be computer literate to handle those activities within the sector, through offering efficient and effective solutions for a variety of tasks, from making bookings to running operations and enhancing client experiences, information technology plays a crucial role in the hospitality business (Mercan et al., 2021). Computer literacy helps personnel to swiftly access and update visitor data, answer enquiries, and offer customised services. 
Stress Management: 
In the hotel sector, front desk positions require excellent stress management skills (Kang et al., 2021). These staff members frequently work in difficult environments, such as coordinating check-ins during busy times and answering visitor complaints. They are better able to maintain composure, make logical judgments, and offer exceptional customer service when they have effective stress management strategies. Stress may have a negative influence on wellbeing and work performance; however, it can be reduced using techniques like deep breathing exercises, time management, and a positive outlook. The reduction of burnout risk and improvement of overall job satisfaction are all benefits of stress management. 
Teamwork: 
In the hotel sector, front desk positions need a great deal of teamwork (Olimovich, Bakhtiyorovich and Salimovna, 2020). Employees at the front desk collaborate closely with staff members from numerous offices, including housekeeping, maintenance, and concierge, to maintain efficient operations and deliver top-notch customer service. Smooth coordination, effective problem-solving, and the capacity to rapidly attend to visitor needs are all made possible by effective cooperation. Front desk personnel may exchange information, help one another out during hectic times, and uphold a high degree of professionalism by working together with co-workers (Tesone, 2015). 
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Component Two:
	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 the most effective?

	What contingency plan will you put in place to ensure quick resolution of this Scenario in the future?

	Streamlining check-in and check-out processes:
	Streamlining the check-in and check-out procedures is essential for front desk managers to improve client happiness and operational effectiveness (Corgel, Sturman and Verma, 2011).
Implementing quick-use technology like keyless access and smartphone check-in to speed up the procedure. 
Facilitating simple registration procedure to ensure smooth flow between front desk manager and other departments. 
	Through streamlining “check-in” and “check-out” managers can create a positive impression, reduce client annoyance and enhance operational productivity within the hotel.
	Providing training to the staff to deal with money transactions and paperwork’s regarding visitor query, quickly and effectively.
Front desk managers must review and modify these procedures often to reduce wait times and enhance the client experience.   

	Maintaining cleanliness :
	It is vital to employing efficient cleaning staff as well as implementing good approach to reality in order to get the best result from them. 
Providing staff with a professional cart is one of the vital tips to maintain this. Although it guarantees that they have all they need to conduct their jobs properly, this is probably the most crucial tool for cleaning staffs. 
The desk manager has to ensure that their cleaning staff are able to know their deeds through internal communication. They need to improve their communication skills with their teams so the team can be well organised and attain their best result (SIMEX, 2017).
	Maintaining cleanliness in hotel rooms is vital as it can lead to the satisfaction of the guests. Cleanliness improves perception, ensures comfort and lowers the risk of any health issues. Especially in the post-COVID era, when guests are perhaps more conscious of hygienic issues. It showcases the hotel’s dedication to excellence also. 
	Utilisation of electronic or digital checklists can help the housekeeping staff to update information instantly for all the users. These Handheld gadgets may aid the staff to keep records about the compilation of tasks by the housekeepers. 
Hotel chains can implement the utilisation of green items to enhance sustainability in their operations. 

	Fostering welcoming atmosphere:
	Warm greetings can be effective to foster a welcoming atmosphere.
Providing etiquette trainings to the team to greet guests with genuine hospitality and also encouraging them to interact with visitors directly, offering useful details, providing complimentary items and individualised advice (Pramezwary, Lee. and Oktalieyadi, 2021). 
	Fostering a welcoming atmosphere is crucial as it can create a warm environment in hotels since it makes visitors feel at ease and assures that their stays will be enjoyable.
	Offering complimentary items like welcome drinks, snacks or customised messages to create unique and inviting experience. 
Managers should ask for feedback from the guests directly so that they can fix any issues.


	Personalising the guest experience:
	Encouraging staff to collect and utilise customer preferences to customise their experience like- hotel location, special occasions and many more.
Utilising technology to track customer preferences and ensuring seamless communication among the departments (EHL Hospitality Business School, 2023).  
	It is essential for hotels to personalise the guest experience since it makes for a memorable and distinctive stay for visitors. Hotels may increase customer happiness, loyalty and set themselves apart from rivals by catering to client preferences. Anticipating their requirements (Solomon, 2018). 
	Standard operating procedures or SOP can be implemented by the hotel chains at the expense of personalisation potential in order to establish consistency throughout their facilities (EHL Hospitality Business School, 2023). 




Component Three:
Describe the key elements that are required when considering these four elements of hotel operations:
	Introduction: The daily responsibilities and activities involved in managing and operating a hotel. Hotel operations are crucial for effective administration, providing top-notch guest experiences, and preserving the property's overall performance. Some key operative functions of hotel operations will be interpreted in the following study. 
The daily responsibilities and activities involved in managing and operating a hotel. Hotel operations are crucial for effective administration, providing top-notch guest experiences, and preserving the property's overall performance. Some key operative functions of hotel operations will be interpreted in the following study.


	Element 1 – Property Management Systems (PMS)

	Property Management Systems (PMS) holds a vital role in the effective operation of hotels and hospitality sectors. These systems include a variety of programs and equipment created to simplify and automate numerous processes linked to running the business, maintaining reservations for visitors, and other general operations (Bardi, 2021). The program has assisted hotels in replacing time-consuming as well as paper-intensive procedures. Using hotel PMS systems, hoteliers can effectively run their operations while offering the experience that consumers want (Leung, 2019). The capacity of a strong PMS to concentrate and combine data from multiple departments inside the property is one of its main advantages. Through this connection, front desk operations, cleaning, food and beverage services, and other pertinent departments may communicate and coordinate efficiently. A single platform makes it simple to view, change, and share information in real-time, guaranteeing precise and timely communications throughout the property. 
Hotel personnel can quickly handle bookings and check-ins thanks to a complete PMS. It enables front desk staff to control room availability, assign certain rooms in accordance with guest preferences, and handle arrivals and departures quickly. As a result, the experience for visitors is smooth, waiting times are kept to a minimum, and the property's room usage and income are maximised.  Hotels are able to create additional locations more quickly with the help of cloud-based PMS. With each new release, more features are added, improving the capacity to deliver superior customer service, increase operational effectiveness, as well as increase worker production. But increasing integrations and the development of hotel PMS software now offer services that extend well beyond the front desk (Buhalis, O'Connor and Leung, 2023). Through customisation, PMS systems also improve visitor experiences. This boosts customer happiness, loyalty, and favourable evaluations, which eventually encourages return customers and word-of-mouth recommendations. 

	Element 2 – Hotel reputation

	The perceived value of hotel services is positively influenced by hotel image (Lai, 2019). In the hospitality sector, a hotel's status is a key component since it has a direct impact on how guests perceive it, their loyalty, and its overall performance. A good reputation may set a hotel apart from rivals, draw new visitors, and encourage repeat business. In contrast, a bad reputation might result in a loss of clients and income. The first and most important step in developing a solid reputation is to offer great customer service. This entails educating staff members to be alert, receptive, and proactive in attending to visitor demands and worries. It's also essential to uphold strict standards for upkeep and cleaning. Facilities that are well-kept and clean enhance the visitor experience and show a dedication to excellence. In this sense, routine inspections, meticulous cleaning, and quick maintenance responses are crucial. 
Additionally, A hotel's front desk is crucial to client happiness, which contributes to the development of the image of the hotel (Bardi, 2010). The front desk staff interacts and communicates with clients and guests the most throughout the hotel's visitor life cycle. If visitors need assistance while doing their study, they can ask the front desk. They get in touch with the front desk manager when they have decided to make a reservation. During these talks, the front desk managers may demonstrate both their efficacy and friendliness, making sure that customers are pleased with their decision to continue their stay before their visit (Liu et al., 2021). 

	Element 3 - Communication

	In the hotel sector, communication is crucial since it has an immediate effect on customer happiness, operational effectiveness, and overall performance. The total guest experience is improved through effective communication, which promotes smooth interactions among visitors, employees, and different divisions. In the hospitality sector, communicating with visitors in a clear and simple manner is crucial. The contentment and motivation of employees are influenced by good communication. Management may actively interact with employees, solve their issues, and acknowledge their accomplishments by developing open and transparent communication channels. This fosters a supportive workplace culture, strengthens teamwork, as well as eventually improves the entire visitor experience.
Staff may satisfy the needs and surpass the expectations of visitors by actively listening to them and speaking with empathy (Krizanova et al., 2019). In order to execute duties effectively, communication is necessary between the front desk and other functional divisions. To make sure that guests have a smooth experience, they are in charge of coordinating with the maintenance crew and other departments. The front desk person allows other departments to give customised and successful service by clearly conveying client requirements, preferences, as well as special requests (Halim et al., 2021). As a result, the whole visitor experience is enhanced, and a good work atmosphere is promoted.
To provide excellent guest experiences, establish strong connections with clients, and ensure seamless operations, effective communication is essential in the hotel industry. A favorable and customized service atmosphere is promoted by open lines of communication between hotel staff and visitors, which boosts customer satisfaction and loyalty (Li & Li, 2018). Effective internal communication among hotel staff members also improves coordination and efficiency, which leads to better service delivery (Baker, 2017). Hotels may build a pleasant, customer-focused environment by putting communication first, which will benefit their overall business.
Favourable and customized service atmosphere is promoted by open lines of communication between hotel staff and visitors, which boosts customer satisfaction and loyalty (Li & Li, 2018). Effective internal communication among hotel staff members also improves coordination and efficiency, which leads to better service delivery (Baker, 2017). Hotels may build a pleasant, customer-focused environment by putting communication first, which will benefit their overall business.

	Element 4 - Staffing

	In the hotel business, staffing is crucial since it has a direct bearing on the calibre of the experiences guests have, the effectiveness of operations, and the establishment's overall performance (Miah and Intan Adha Hafit, 2020). An appropriately staffed hotel makes sure that visitors get timely, individualised service. A quick response to guest requests, arrivals, check-outs, as well as additional chores is made possible by adequate staffing numbers for front desk representatives, cleaning personnel, and other departments. In order to provide great customer service, it is imperative that staff personnel be trained and skilled. Hotels that have the right amount of personnel may train their workers thoroughly, ensuring that they have the abilities to satisfy guests' expectations and deal with a variety of scenarios. 
Since they can anticipate and go above and beyond for customers, a skilled and experienced team helps to ensure that visitors are satisfied. Employees must be taught and competent in order to deliver excellent customer service. Hotels with the appropriate staffing levels may provide their employees adequate training, ensuring that they have the skills necessary to meet customers' expectations and handle a range of situations (Nikolskaya et al., 2022). A knowledgeable and experienced workforce contributes to visitor satisfaction since they can anticipate needs and go above and beyond for clients.
It is becoming clear, given the technology's quick growth, that hospitality businesses need to modernize if they want to compete in the market. Hotels can streamline numerous tasks across departments and optimize their processes by utilizing the power of effective software management tools. They can now perform jobs with greater precision, accuracy, and speed, including reservations, room assignments, inventory management, billing, and accounting.
Across departments and optimize their processes by utilizing the power of effective software management tools. They can now perform jobs with greater precision, accuracy, and speed, including reservations, room assignments, inventory management, billing, and accounting.

	Conclusion: Hospitality organisations should implement efficient software management applications to manage and control their regular activities and provide exclusive services to their customers. The above essay has mentioned essential key elements that are required in hotel sectors. These components support the hotel's overall performance by ensuring efficient operations, outstanding visitor experiences, easy interactions, and qualified staff. 
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