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The need for hospitality-related services is increasing every day. One might be able to establish a successful career in guest services if you have hospitality expertise. Front desk expertise is one of the most crucial abilities for any professional. First and foremost, it is important to have excellent customer service skills. Working at the front desk, front office is the first point of contact for guests, which means it is essential to be friendly, professional and approachable (Brown, 2008). This means being able to effectively communicate with guests, handle any queries or complaints and provide the best possible service.
Interpersonal Communication
Effective communication with visitors and coworkers is crucial for the hotel front desk staff. It is crucial to outline the rules and regulations of the hotel. A front desk staff responds to inquiries about nearby attractions and gives directions (Editorial, 2023). Companies place a high priority on interpersonal communication. It helps staff interact with individuals from different backgrounds. It also represents the organization's background and business.

Customer Service
To preserve client or customer happiness, front desk employees need to have great customer service skills. It is the process of having productive and considerate discussions with customers. It helps people in locating answers to their queries or issues. It also requires being nice and polite, working effectively, and handling issues.

Upselling
Upselling is the practice of recommending an extra product or service to a customer to boost sales and improve customer satisfaction (Insights, 2022). Employees at the front desk should be comfortable making recommendations and marketing products and services. “So far, front desk staff is not salespeople. They only attract visitors to take advantage of their deals or book more luxurious and pricey rooms (Doyle, 2020)”.

Problem-Solving
It is also important to have good problem-solving and organizational skills. Being able to think on your feet and make decisions quickly is essential, as is being able to prioritize tasks and manage your workload. This also means being able to think of creative solutions to any issues that may arise. Being a front desk employee means you will be the first person to whom guests bring their problems. Problem-solving skills are essential for front-desk employees to identify and resolve issues (Anon, 2022). This is an important skill as it ensures the continuation of normal business operations. Hotel front desk agents often use these skills to find out what happened and take action to ensure it doesn't happen again.
Teamwork
Another key skill is being able to work well with others. Being able to work as part of a team and collaborate with other departments is important, as is being able to handle any disagreements or conflicts in a professional and diplomatic manner. (Team, 2023).  Front desk staff members need to be able to communicate with a range of people. They often collaborate with business people and other front desk staff. Customer service is a common job function for hotel front desk staff. So, they must connect with guests politely and pleasantly. They must like working as a team and comprehend the value of teamwork in productive business operations.
Cash Handling
A front desk staff has to be skilled at handling cash. The capacity to accurately conduct currency transactions is known as cash handling. Staff working at hotel front desks handle cash for things like tipping and accommodation charges. Front desk workers can provide outstanding customer service by processing payments correctly when they have strong cash-handling skills. 

Computer Skills
Finally, it is important to be computer literate. As a front desk agent, you will be expected to be able to use the hotel’s computer systems to check in guests, process payments and provide any information they may need. Being able to quickly and accurately input data into the system is essential. Front desk staff must need basic computer skills as well as expertise in utilizing hotel property management software (Nguyen, 2019). This involves knowing how to use particular software applications and computer systems. They need to enter scheduling information into a computerized spreadsheet using computer software. Also, they have to maintain digital filing systems and produce documents.
These are just some of the key skills required to work at the front desk of a hotel. During my course in hospitality and front office operations, I have been able to further develop my understanding of these skills and how to apply them in a practical setting. I am confident that I now have the knowledge and expertise to work effectively at the front desk of a hotel in future and take my professional aspirations to another level.
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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 a quick resolution of this scenario in the future?


	
Making eye contact when receiving guests is one of the most crucial welcome techniques (Lacalle, 2021). It makes them feel valued and engaged.

	
Examine each staff's duties to make sure they are available at all times (Edwards, n.d.).
	
Keep guest information in a system. By analysing their preferences and behavior, it offers a customized visitor experience.
	
Program management is the first contingency plan. It begins with assembling a team for contingency planning to determine goals and check risks. It develops a plan for handling future hazards.

	
Always try to be energetic, enthusiastic, and focused on work to make visitors feel more comfortable.

	
Establishing a good work atmosphere is essential to achieving success. A state shows that having a "well-defined corporate plan" helps in establishing a supportive workplace environment (Regan, 2020).
	
Incorporating technology into the front desk may save time and enhance the visitor experience.
	
The analysis is the second contingency plan. it will represent the nature of the dangers or threats and will analyse risk in a specific context.

	
Make visitors feel at home by providing information about significant areas of interest.

	
Maintaining a strong relationship with the other staff members. It is important since poor communication can result in errors and customer complaints.
	
Clients who are traveling ask about various locations. Because of this, having a solid understanding of the neighborhood boosts efficiency (Lacalle, 2021).
	
Planning is the third contingency strategy. The procedure needs to be more specific about response goals and tactics. It contains information on distribution and communication.

	
It's crucial to always provide visitors the opportunity to make suggestions, offer comments, or ask questions. Always be open to criticism, even when it's unfavourable, as it sometimes leads to better outcomes in the long run.

	
Consider customer feedback at all times. It can assist in identifying errors and enhancing working effectiveness.
	
Automation may improve the visitor experience by reducing tasks. As a result, there may be less boredom, more productivity, and more time for visitors (Lacalle, 2021).
	
Implementation is the fourth contingency strategy. It specifies who should be alerted and in what sequence. it creates a process for reporting emergencies and directs the organization through the event's natural phases (Walsh, 2012).
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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 property management system (PMS) is software that helps hotels to handle reservations and administrative activities (Features, n.d.). The majority of reservations and financial transactions are managed via PMS software. It makes it possible to manage both housekeeping and human resources. A hotel's primary internal and external operational processes are facilitated by its PMS. The coordination of the front desk, client management, marketing, and planning, is made simpler by PMS.
The benefits that PMS can offer are listed below.
Guest Reservations
A PMS assists hotels in managing guest reservations by combining all guest reservations in one location (Admin, 2021). It is giving hotel personnel access to the most recent inventory data. Moreover, it makes it clear to hotel staff whose rooms are reserved when, enabling them to plan operations.
Revenue Management
Hotels may manage income and check performance with the use of property management systems. Using KPIs like ADR, RevPAR, and GOPPAR helps hoteliers check the performance of the business. It combines rate plans and adapts to variations in demand brought on by season, regional events, and other variables.
Front-desk Operations 
A front-desk manager may examine and update the status of room reservations, make payments, and view visitor check-ins using a front-office module (Admin, 2021). It integrates guest experience, cleaning, spa, and activity management components in a single setting.
Digital Check-In 
The PMS can connect to provide check-in and occupancy data. Check-in with digital or contactless technology is gaining popularity. It permits using a self-service check-in device or a mobile app to come and check in for visitors.
Third-Party Integrations 
To better manage its property, hotels need a variety of technological solutions. The synchronized data that hotels need to make wise decisions is made possible through an integrated system. A hotel PMS should offer an open API or the opportunity to interact with other IT systems.

To conclude, the PMS also helps to streamline customer service. It can be used to create personalized welcome messages, monitor and track customer feedback, and provide personalized recommendations to customers. Additionally, hoteliers can use the PMS to analyse customer data, such as customer preferences, demographic information, and transactional history. 



	
Element 2 – Hotel Reputation


	

Hotel reputation management is the activity of tracking and managing how a hotel is regarded on the internet (Management, n.d.). The idea first appeared in the field of public relations. It then turned its attention to new social media sites, search engines, and review sites. The importance of reviews and online reputation may also be used to the advantage of the hotel sector. Online reputation has a direct impact on sales volume in the competitive market of the hotel sector. It gives a competitive edge by managing the hotel’s reputation effectively. On the other hand, a bad internet reputation may result in significant losses.

Here are some of the best strategy that helps to improve the hotel's reputation.
Respond To All Reviews
It's simple to reply to positive reviews, but it's crucial to do the same with negative ones if you want to win over prospective and old customers (Lacalle, 2021). It's essential to avoid making excuses. How the visitor feels and assure them that it won't happen again. Reviews look for support that the hotel is handling complaints and acting on customers' suggestions.
Establish a Procedure
Managing internet reputation and reviews with templates. It can assist establish the mood and make sure that unfavorable remarks are avoided. These templates have to have a salutation, possible comments for various kinds of evaluations, and a conclusion. The message may be modified to meet your needs.
Take Advantage of Social Listening
An excellent technique for reputation management is social listening. It enables one to keep checks on what others are saying about hotels online and join the discussion as necessary (Lacalle, 2021). Management needed to plan in place in case of an emergency to prevent harm. Social media is essential for keeping up a positive online reputation and engaging an audience.
Energizing Brand Awareness
Many hotels disregard the local populations. A fantastic method to overcome volatility and generate attention for the company is to bring in locals. Invite locals to a happy hour, a cheap stay, or an exhibition tour of the hotel. They are more inclined to promote the business online.

In conclusion, hotel reputation is an important factor in the hospitality industry. By investing in customer service, marketing campaigns, and loyalty programmes, hotel owners and staff can ensure their hotel is well-regarded amongst guests and maintain a positive reputation. By paying attention to customer reviews and ratings, hotels can ensure their reputation is maintained and use customer feedback to improve their services.













	
Element 3 - Communication 


	
Hoteliers everywhere understand the importance of communication in their industry; this includes both managing internal operations and customer relations. Communication has become increasingly important in the hotel industry, as it provides a way to build customer loyalty and enhance customer experience (Duncan, 2022)..
It is essential for hoteliers to have good communication skills in order to create and maintain customer relationships, as well as to manage internal operations. Clear and efficient communication is essential when it comes to promoting customer satisfaction. Hoteliers can utilize communication to provide guests with helpful information, such as special offers or upcoming events and marketing (Krizanova, 2019).
In order to take advantage of communication in the hotel industry, hoteliers must ensure that their communications system is up to date and that employees are properly trained in customer service and communication skills (Industry, 2022). This includes ensuring that staff can accurately and efficiently convey information to customers, follow-up on customer inquiries, and be able to address customers’ concerns in a timely manner. Hoteliers should also use customer feedback to inform their operations, which can help ensure that the communication is meeting customers’ expectations (Industry, 2022).
Hoteliers must also ensure that their communication tools are properly placed and maintained in order to maximize customer satisfaction (Preziosi, 2019). This includes using hotel technology to share customer feedback, allowing customers to have their voices heard. Hoteliers should also invest in communication tools that can be used on every platform, such as social media, with the goal of creating a more unified brand (Yoong, 2019).
In conclusion, communication is essential for a successful hotel operation. Hoteliers must ensure that their technology, staff, and customer service systems are up to date and that customers are provided with accurate and helpful information. The hospitality sector depends on effective communication skills because of establishing relationships with visitors and improving visitors' experiences.


	
Element 4 - Staffing 


	
	
Staffing is a major component of the hospitality industry, and the hotel sector is no exception. In the hotel industry, staffing encompasses both the recruitment and management of personnel, from the general manager to housekeeping and cleaning staff (Nikolskaya, 2022).

When developing an effective staffing strategy, hotel managers must consider both the structure and size of the property as well as the guest base (Betts, 2020). In order to ensure that the hotel operates efficiently and effectively, the right mix of personnel must be assembled and trained to meet the property’s specific needs, both current and future.

Effective hotel staffing starts with the recruitment process. Hotels must identify potential candidates who possess the skills and experience that meet their property’s requirements. This can be accomplished through a variety of methods, such as word of mouth referrals, newspaper and online job postings, and campus recruitment. 

Staffing is the process of employing people for jobs in such a way that their abilities fit the job needs for certain roles (Management, n.d.). The responsibility of hotel staff is to look after visitors and provide them with a positive stay. Customers will become more engaged and their attitude will change to reflect that of the staff members serving them if they are bright and motivated (Staffing, 2021).

Workforce Orientation
New employees must go through a comprehensive onboarding process to become familiar with corporate procedures, culture, and rules. It's resulting in a happier workforce and easier incorporation into the business (Blog, 2021).
Training and Development
There should be possibilities for extra training and skill development for employees. Even if they are happy with their existing position, it builds confidence and motivates them to work more and be happier.
Compensation
Workers need to feel valued and appreciated, and payment should not be based on an annual review but rather on how valuable they are to the organization.

Overall, staffing is essential for the success of any hotel business. By taking the time to recruit quality personnel, providing them with suitable training, and delivering proper management and monitoring, hoteliers can ensure that their business is well staffed and running at maximum efficiency.
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