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Working at a hotel's front desk requires a versatile set of skills to meet the wide range of jobs and interactions that occur daily. I am aware of the most significant attributes required for success in this role since I have experience in this position. My job has relied heavily on the following skills:

Working at the front desk necessitates a focus on the happiness of visitors. I always provide 110% to please and impress my consumers. Because I am pleasant, approachable, and attentive, I can put others at ease and build strong bonds with them. I will do all in my ability to make each visitor's stay enjoyable and comfortable.

The front desk job is primarily reliant on efficient communication. I must be able to communicate effectively with hotel guests, employees, and other staff members. Clear verbal and written communication are required for accurate information delivery, assessment of guest requirements, and issue resolution. Empathy and careful listening are also necessary for making visitors feel important.

Problem-solving abilities are required to successfully manage visitor complaints and resolve any difficulties that may arise during their stay. My ability to think critically under duress, assess difficult situations, and discover feasible solutions is well developed. Sometimes I must make decisions on my own after carefully considering the facts and the best interests of the visitor and the hotel.

Despite the requirement for individual freedom, the ability to work effectively as part of a team is critical for success in the front desk job. Working with personnel from other departments, such as cleaning and maintenance, helps in keeping things operating smoothly. A cohesive and productive team is built on its members exchanging information, assisting one another, and efficiently communicating.

Hotel guests of all ages, countries, and faiths are welcome. I can treat all of my guests with respect and attention due to my cultural awareness and sensitivity. I've polished my capacity to communicate and serve in ways that respect and welcome varied cultural norms and quirks.

It is not always simple to work at the front desk. I welcome each day with zeal since I know that my actions and attitude will shape clients' initial impressions of the hotel. Maintaining a calm and cheerful attitude in the face of adversity is critical while coping with stressful circumstances or difficult visits.

Working at the front desk has taught me the importance of being cautious and professional. Personal information, privacy, and confidentiality of guests must be always maintained. I avoid doing anything that might harm either the hotel's or the visitors' reputations.

The front desk profession is becoming more reliant on technology. I am familiar with a variety of computer applications, including property management systems (PMS), reservation software, and others. I can now check people in and out, handle reservations, receive payments, and generate reports with ease. Furthermore, understanding how to utilise different forms of electronic communication and social media is beneficial for staying in contact with visitors and responding to their queries and concerns.

Working at the front desk may be demanding and chaotic. With practise, I was able to develop the organisational skills required to manage several tasks at once, such as guest check-ins and check-outs, phone calls, emails, and other requests from guests. Effective prioritising, time management, and maintaining cool under pressure are essential for a seamless operation.

Careful attention to detail results in accuracy and error-free work. I understand the need of accuracy while doing responsibilities such as confirming visitors' identity, executing monetary transactions, and preserving records. I can ensure that my guests have a nice and trouble-free stay by paying attentive attention to details.

Working at a hotel's front desk requires a wide range of abilities. Superior communication skills, a focus on customer service, the ability to organise and solve problems effectively, a knack for using technology, an eye for detail, an understanding of other cultures, a willingness to work as part of a team, a professional demeanour, and an optimistic outlook will be required of successful candidates. My objective is to provide excellent service to hotel guests by always developing my skills and striving for excellence.





Component Two:
Contribution to Overall Module Assessment: 25%
[bookmark: _Hlk136639875]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.

	[bookmark: _Hlk136639895]What are you going to do to ensure that the hotel is represented well to guests?
	[bookmark: _Hlk136639909]How will operations run smoothly throughout your shift?

	[bookmark: _Hlk136639923]Why would you consider your plan being the most effective?
	[bookmark: _Hlk136639934]What contingency plan will you put in place to ensure quick resolution of this scenario in the future?

	Give guests up-to-date and useful information about the hotel's facilities and the area's attractions.
	Keep an eye on all incoming and outgoing messages and reply in a timely and appropriate manner.
	Guests' first impressions of the hotel will be positively affected by the plan's emphasis on efficiency, friendliness, and cleanliness at the front desk.
	Facilitating business continuity in the face of uncertainty by creating a detailed set of standard operating procedures (SOPs) outlining responsibilities for all front desk staff.

	Keep the lobby neat and tidy to give visitors a good first impression.
	Guests' needs, concerns, and events should all be recorded in a log for later reference.
	Services at the hotel can only be coordinated effectively if all the different divisions work together.
	To encourage workers' adaptability and preparedness for a wide range of events, frequent training sessions and role-playing exercises are conducted.

	Maintain open lines of communication with your fellow hotel employees to guarantee that all client needs are met in a timely manner.
	Maintain an up-to-date knowledge of hotel services, pricing, and specials to serve customers well.
	Skills in listening, speaking, and problem-solving are emphasized so that concerns and questions from guests may be addressed quickly.
	Using digital platforms or communication technologies to implement a system for streamlined communication and work allocation among staff members.

	Respond quickly and courteously to visitor requests, concerns, and complaints and provide suitable resolutions.
	Keep the rooms turned over and maintenance needs coordinated with housekeeping.
	The strategy's primary goal is to provide first-rate service to customers and make their stay enjoyable.
	The practice of preparing a backup workforce by cross-training workers in multiple areas.

	Maintain a positive and polite demeanour while interacting with visitors.
	Maintain a high standard of accuracy and safety while dealing with cash by following all applicable policies and procedures.
	The strategy stresses the need to pay close attention to detail and stick to predetermined procedures.
	Making a current directory of management contacts, for easy access in times of crisis.
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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)


	
Effective property management and administration are impossible to achieve without the use of a Property Management System (PMS) (Dessler, 2017). Tasks like tenant management, rent collecting, maintenance monitoring, financial reporting, and more can all be simplified with the help of these automated tools. Technology improvements have made PMS an invaluable tool for landlords, property managers, and renters.
Increasing productivity is a key advantage of project management software (PMS). Property managers can save time and concentrate on more important responsibilities by automating mundane operations. For instance, a property management system (PMS) can eliminate the need for tedious human computations and paperwork by generating automatic rent bills, processing online payments, and providing real-time financial information. Additionally, property management software (PMS) facilitates open lines of communication between landlords and renters by means of online portals where tenants can report maintenance problems and monitor their progress (Armstrong, 2019).
PMS also has the added benefit of increasing tenant happiness (Nikolaou & Oostrom, 2015). Tenants can see their leases, payment histories, and community news and events with the use of internet portals and smartphone apps. They can report problems, get timely notifications regarding fixes, and be kept abreast of news of significance. Better tenant-landlord relationships and increased happiness are the results of this degree of openness and convenience.
Financial reporting and management are also simplified by PMS. With a few clicks, landlords can easily keep tabs on rent collected, keep an eye on costs, and compile full financial accounts. This allows them to make better judgements, boost property efficiency, and spot problem areas. Accounting software can be seamlessly integrated with PMS to streamline bookkeeping processes and cut down on human error.


	
Element 2 – Hotel reputation


	
The popularity and longevity of a hotel are directly tied to its reputation. It's the overall impression and rating that customers leave with about a hotel after staying there. Currently, a hotel's reputation is everything, especially considering the prevalence of online reviews and social media platforms (Bechet, 2013).
There are several pillars around which a hotel's reputation might be established. The service offered by the hotel's personnel is of the utmost importance (Catano, Wiesner & Hackett, 2016). Staff members who are kind and helpful who go the extra mile to satisfy guests leave a lasting impression. It also helps when guests enjoy their stays and any issues they have are addressed quickly, so the hotel can maintain a good reputation.
Furthermore, the whole guest experience is directly related to the hotel's reputation. Every encounter a visitor has with the hotel, from the minute they check in until the moment they leave, leaves an impression. An excellent hotel's reputation can be built on factors like attentive staff, smooth check-in and check-out procedures, clean and comfortable rooms, and delicious, unique meals.
The reputation of hotels is increasingly affected by guest reviews posted online. Many potential visitors read these reviews before deciding whether to book a hotel (Nikolaou & Oostrom, 2015). More visitors and a better reputation can be gained via positive evaluations that emphasize remarkable experiences. However, poor evaluations can be damaging to a hotel's reputation and turn off future customers. Therefore, it is important for hotel management to keep an eye on guest feedback posted online and handle any problems that can arise.
The better the hotel's reputation, the more likely customers are to return. A hotel's bookings and income can only grow if customers have a positive experience there and are willing to promote it to others. A hotel with a solid reputation is in a better position to charge greater prices than its rivals and keep its market share.


	
Element 3 - Communication 


	
Human contact relies on the free flow of information, feelings, and ideas, all of which are facilitated by effective communication. Communication is the cornerstone of successful relationship development, conflict resolution, and information dissemination (Dessler, 2017). Good communication is essential in many spheres of life, from private conversations to professional settings to social gatherings.
Effective communication is crucial for making friends and learning about others' points of view in social situations. Connecting with people, appreciating their differences, and building lasting connections is made possible via the use of active listening, empathy, and effective verbal and non-verbal communication. When people from different backgrounds can talk to one another, it creates a more accepting and tolerant society. Productivity, cooperation, and teamwork all benefit greatly from open lines of communication in the workplace (Easum, 2012). Effective job completion and goal achievement depend on well-defined guidelines, timely feedback, and up-to-date information. It encourages workers to collaborate on projects, provide suggestions for improvement, and generally help the company thrive.
Strong bonds and mutual understanding in interpersonal interactions depend greatly on open lines of communication. Good communication is the cornerstone of trust, empathy, and mutual respect in every relationship. Communicating openly and honestly helps couples, families, and friends work through their issues and become closer to one another. The link between people is strengthened when they feel heard and understood, and this is what good communication does.
Problem-solving and conflict resolution are two more areas where good communication is essential. People are more likely to cooperate toward mutually beneficial solutions and conflict resolution when they can articulate their opinions and concerns openly. People with strong communication skills are better able to handle stressful situations, including having tough talks, controlling their emotions, and finding solutions that work for everyone involved.


	
Element 4 - Staffing 


	
Having the right people on staff is essential for running a successful business or organization. Personnel management is the act of acquiring and keeping workers who have the knowledge, abilities, and motivation to achieve the business' goals. A competent and committed personnel is the engine that propels a business forward, and this can only be achieved via careful planning of the staffing process.
Recruitment is the initial stage of the staffing process and entails actively seeking out and interacting with potential new employees (Bechet, 2013). Advertise vacant positions, examine resumes, conduct interviews, and evaluate applicants to determine the best fit for the position. A well-thought-out recruiting plan can help bring in qualified applicants from a wide range of backgrounds and help you choose employees who share your vision.
Once employees have been chosen, the company must put resources into their education and growth. Training provides workers with the information and practice they need to do their jobs well. Opportunities for training and education can be provided via orientation courses, on-the-job instruction, seminars, and seminars. Organizations can boost productivity, employee happiness, and overall performance by investing in employee development.
Furthermore, keeping your best staff around is essential to your company's continued success. Positive work environments, competitive pay and benefits, room for advancement, and public acknowledgement of employees' efforts are all part of effective retention methods (Nikolaou & Oostrom, 2015). When workers are satisfied with their roles and get encouragement from management, they are less likely to leave the company.
Aligning the appropriate people with the proper jobs is also essential for effective staffing. It is important to consider each worker's unique set of experiences, knowledge, and preferences when assigning work. Employee motivation, output, and performance can all benefit from a good match between worker and job.
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