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Working at the front desk of a hotel involves a diverse set of skills, including those relating to technology, interpersonal communication, and organisation. Here are some key talents for hotel front desk personnel:

Customer Service: The front desk staff's primary emphasis should be on providing excellent service to customers. They should have a pleasant demeanour, be friendly, and be sensitive to the requirements and wishes of guests (González-González and García-Almeida, 2021). It is also crucial to have the capacity to remain upbeat and enthusiastic in the face of difficult situations and when mediating or resolving disagreements.

Problem Solving: The employees who work at the front desk need to be able to quickly recognise and fix any concerns or problems that may be experienced by guests. This might entail anything from problems with hotel assignments to resolving customer complaints and determining the best course of action in each situation.

Communication: It is very necessary to possess excellent verbal and written communication skills in order to connect effectively with hotel guests, colleagues, and employees from other departments. The provision of information, the settling of difficulties and the insuring of visitor happiness are all aided by communication that is both clear and effective (Olimovich, Bakhtiyorovich and Salimovna, 2020).

Time Management: The employees at the front desk have to be skilled in managing their time effectively. They are required to organise tasks in accordance with their importance, react quickly to inquiries from guests, and keep the front desk operations running smoothly.

Multitasking: The front desks of hotels are sometimes quite chaotic and rapid-fire places to work. One must have the capacity to multitask in order to properly handle check-ins, check-outs, phone calls, guest enquiries, and the different administrative chores (Djajasinga et al., 2021).

Conflict Resolution: There may be times when you have to deal with visitors who have complaints or disagreements. The employees at the front desk need to be able to diffuse difficult situations, listen with empathy, and come up with solutions that are satisfactory to both the guest and the hotel.

Attention to detail: Paying careful attention to detail is very necessary in order to guarantee that visitor appointments, financial transactions, and guest preferences are all recorded accurately (Buhalis and Cheng, 2020). It is crucial to have a great eye for detail since even little mistakes might lead to unsatisfied customers.

Professionalism: It is very necessary to keep up a professional attitude, look, and demeanour at all times. As representatives of the hotel, those at the front desk have a responsibility to always be polite, present themselves neatly, and maintain a high degree of professionalism.

Cultural Sensitivity: Hotels regularly accommodate a wide variety of customers, including individuals hailing from a variety of cultural traditions and ethnic origins. To provide superior customer service, one must demonstrate cultural awareness and possess the flexibility to accommodate a wide variety of visitors' needs and expectations.

Computer Skills: It is essential to have a strong understanding of hotel property management systems (PMS) as well as other software tools (Marneros, Papageorgiou and Efstathiades, 2020). The staff at the front desk should have no trouble taking bookings, confirming that guests have entered and exited the building, processing payments and producing reports.

Language Skills: It may be advantageous to be able to speak different languages depending on the location of the hotel and the kind of guests that stay there. If you are able to interact with guests in the language that they are most comfortable with, you will be able to provide a more individualised and soothing experience for them.

Flexibility and Adaptability: Due to the unpredictable and demanding schedules of hotels, the front desk staffs at hotels are regularly asked to work on the weekends, holidays, and night-time shifts. In order to guarantee that operations operate effectively and to fulfil the expectations of the customers, it is vital to be adaptive to changing circumstances and flexible with regard to the work hours that one keeps.

Knowledge of Hotel Operations: Employees at the front desk are expected to have a comprehensive understanding of how the hotel runs. This involves becoming knowledgeable with the different kinds of accommodations, price, services, and rules of the hotel (Ratna et al., 2020). Front desk employees are better equipped to give visitors with accurate information and suggestions when they have a comprehensive understanding of the hotel's many facilities.

Upselling and Sales: The front desk staffs have the ability to upsell guests on extra services or amenities to improve the overall quality of their stay. The ability to discover upselling possibilities and effectively convey the benefits of these services may boost hotel income and improve the travelling experience for passengers.
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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?


	To comprehend the front desk, I would review the hotel's SOPs, rules, and training materials. This involves learning the property management system (PMS), reservation, check-in/check-out, and other vital tasks (Shin Perdue and Kang, 2019).

	I would review the hotel's SOPs and rules for check-ins, check-outs, bookings, and customer questions. It would help me do my job.
	If I read through the hotel's standard operating procedures and standards, I should be able to get a comprehensive understanding of the necessary processes and responsibilities that are associated with front desk operations. 

	I would want to get training in a range of front desk duties and operations other than the one I am currently assigned. This would need me to acquire extra duties in addition to my core work. These tasks would include things like handling financial transactions, taking bookings, and addressing complaints from guests. 


	I would introduce myself to my co-workers, particularly those with more expertise, and explain the situation. If I required help with certain tasks or how to react to guests, I would politely seek their instruction.
	I would introduce myself and inform my colleagues. I would ask for guidance, especially from experienced team members who can help me with my work.
	It would be very helpful for me to seek the guidance and support of my colleagues, especially the more experienced members of the team. This would allow me to successfully manage unexpected circumstances and responsibilities. 

	When I was working, I was always eager to learn new things from my colleagues, especially those who had more experience or were more knowledgeable in certain fields. This would make it possible for me to get information from various sources, develop more independence in my approach to a wide range of challenges, and learn from the perspectives of others (Shulga, Busser and Bai, 2021).

	I'd be well-groomed, dressed in the hotel's uniform and professional all day. This will make a good impression and reassure guests.
	I would prioritise tasks. Guest check-in, pressing needs, and phone calls and bookings would top the list. Prioritising duties ensures that key processes run smoothly without affecting guest satisfaction.
	When I organise my work in terms of importance and urgency, I am better able to focus on the things that are most important, such as greeting customers, processing their payments, and answering their questions. 

	I would make sure that all of the standard operating procedures (SOPs) and front desk operations guidelines are up to date and that they can be accessed without difficulty. This covers the documenting of each and every duty, process, and policy in minute detail. 


	Check-ins, check-outs, and guest requests would be prioritised. I would properly handle phone calls, emails, and other administrative work so no visitor is kept waiting or neglected (Bardi, 2021).
	I would use training materials, manuals, and work aids to learn the property management system (PMS), reservation systems, and other front desk technologies. These resources may help you navigate unexpected situations.

	It is possible for me to immediately get acquainted with the fundamental tools and systems associated with front desk operations by making use of the resources that are accessible to me, such as training materials, manuals, and work aids. 

	I would really like the opportunity to observe and gain knowledge from more experienced front desk staff or managers. Through shadowing, I would get first-hand knowledge with a variety of front desk tasks as well as receive guidance on the most effective procedures. 


	This circumstance requires calm, poise, and professionalism. I would take deep breaths, concentrate, and handle unexpected challenges or guest demands with a cheerful and solution-focused mind-set (Singh et al., 2021).


	I would tidy the front desk and my workstation to guarantee a smooth shift. I could reach important papers, keys, and equipment faster and with less confusion.
	My ability to rapidly reach important files, keys, and pieces of equipment is directly correlated to how well-organized and well-maintained my workstation is. This degree of structure helps save time and cuts down on confusion, which ultimately leads to more effective business operations. 

	In the situation that the manager is not there, I would make some communication routes obvious. This involves selecting an emergency contact within the hotel's hierarchy, such as an experienced front desk colleague or supervisor, who is able to give direction and assistance in the event that the manager is unavailable. Making sure that everyone is aware of this communication channel makes it easier for information and help to flow (Hu, Trivedi and Teichert, 2022).



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)


	A number of essential aspects must be taken into consideration if one is thinking about implementing a property management system (PMS) for hospitality business. These factors are as follows:

Reservations and Front Desk Management: A PMS has to have powerful features in order to efficiently manage hotel bookings, guest check-ins and check-outs, and visitor check-ins. It should make it easier to make bookings, modify existing ones, or cancel them altogether, as well as register visitors and assign them rooms (Bardi, 2021).

Guest Profiles and Preferences: A comprehensive visitor profile management system need to be provided by a property management system that is working well (Alrawadieh, Alrawadieh and Cetin, 2021). It should make it possible to save and retrieve information on guests, including their contact information, stay histories, preferences, and any special requests they may have made. 

Room Inventory and Housekeeping: The property management system (PMS) need to provide the capabilities necessary for efficient inventory management. This includes interaction with maintenance operations, real-time monitoring of room status, and updates on the availability of rooms as they become available (Nam et al., 2021). 

Billing and Accounting: It is important for a PMS to include comprehensive invoicing and accounting functionalities. It is essential that it be capable of supporting lodging prices, extra services, and numerous payment mechanisms. 



	
Element 2 – Hotel reputation

A variety of aspects must be taken into consideration when thinking about how important the hotel's reputation is to the business of running the hotel. These fundamental aspects include, among others:

Guest Satisfaction: A hotel must assure client satisfaction at check-in and during their stay. During a guest's stay, excellent customer service, meeting expectations, and rapidly addressing issues are crucial (Reyes-Menendez, Saura and Martinez-Navalon, 2019). Personalising and going above and beyond for visitors may result in fantastic reviews and recommendations.

Service Quality: All hotel departments' service to visitors affects the hotel's reputation. This includes cleanliness, attentiveness, professionalism, courtesy, and visitor-sensitivity. High-quality service builds a good reputation and makes visitors happy.

Brand Image and Identity: Hotel reputation depends on brand strength and dependability. It involves communicating the hotel's unique selling points, values, and brand promise to prospective guests (González-Rodríguez et al., 2019). A distinctive and appealing brand identity helps a hotel stand out from competitors and attract clients who can connect to its offerings and beliefs.

Guest Reviews and Ratings: Guest reviews on a hotel's website affect its reputation. Keep a watch on visitor reviews on TripAdvisor, Google Reviews, and other booking sites and respond to them (Li et al., 2020). Encouraging satisfied guests to leave positive reviews on online review sites and responding to negative comments in a timely and professional manner can show a commitment to visitor satisfaction and help build a good reputation.

Crisis Management and Guest Recovery: How a hotel handles crises might affect its image. A well-planned crisis management strategy, effective communication with guests, and fast guest recovery can show professionalism and a commitment to guest satisfaction even in difficult situations.



	


	
Element 3 - Communication 
When it comes to the management of hotel operations, communication is one of the most important aspects to take into consideration. These factors include the following:

Guest Communication Channel: Hotel staff should be kind, professional, and straightforward with customers. Visitors should be served, assisted, and informed. Effective customer communication builds trust, enhances stays, and boosts the hotel's reputation (Krizanova et al., 2019).

Internal Communication: Hotel operations need good internal communication. It demands efficient department, scheduling, and team communication. Team meetings, shift handoffs, email, messaging apps, and bulletin boards may improve internal communication.

Multilingual Capabilities: Hotels often host guests from different countries and cultures. Multilingual staff or translation services help tourists communicate. Multilingualism shows a commitment to serving various visitors (Luo et al., 2021).

Clear and Professional Guest Interactions: Hotel staff should be kind, professional, and straightforward with customers. Visitors should be served, assisted, and informed. Effective customer communication builds trust, enhances stays, and boosts the hotel's reputation.

Training and Empowerment: Effective communication requires empowered and trained workers. Hotel staff should get active listening, empathy, conflict resolution, and stress management training. Shen, Qian and Chen (2020) identified that workers who can make decisions and solve customer issues within their duties increase communication and customer satisfaction.


	

	
Element 4 - Staffing 


	
When deciding how many people should work at a hotel, there are many important considerations that need to be addressed. These factors are as follows:

Workforce Planning: Staff management starts with careful workforce planning. This includes seasonal demand, occupancy rates, and special events (Sigala, 2005). The hotel can satisfy visitors' expectations by analysing shifting demand and staffing accordingly.

Recruitment and Selection: Successful employees must find the finest applicants for each role. Job boards, social media, and collaborations with educational institutions and trade organisations are effective recruiting techniques (Longart, 2020). To meet the hotel's needs, screening, interviews, reference checks, and competence assessments should be done.

Staff Scheduling: Efficient staff scheduling considers occupancy rates, projected workload, and personnel availability to keep the hotel well-staffed. Monitor demand trends and communicate with workers about their availability and preferences to minimise overstaffing or understaffing (Chandran and Bhattacharya, 2021).

Training and Development: Employees need training to execute their jobs well. Orientation sessions teach new hires the hotel's culture, rules, and processes. Job-specific and professional development training boosts employee effectiveness.

Employee Engagement and Retention: Staff retention, happiness, and productivity depend on engagement. Creating a healthy work environment, celebrating employee achievements, fostering work-life balance, and encouraging open communication boosts employee morale and job satisfaction.

Performance Management: Performance management systems track employee performance, provide feedback, and set goals. According to Faulkner and Patiar (1997), Performance reviews, mentorship, and recognition drive staff to improve and contribute to the hotel's success.

Compliance with Labor Laws and Regulations: Ethical hiring requires compliance with labour laws. Minimum pay, working hours, overtime, health and safety, and employee rights are covered. These standards foster a good workplace and avoid legal issues.
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