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Conflict Management: Skills in conflict management extend beyond the capacity to resolve disputes and include the ability to proactively prevent conflicts from growing into more serious disagreements. Employees at the front desk should be able to recognise possible sources of conflict, diffuse potentially stressful situations, and take preventative measures to ensure that the workplace remains harmonious and stress-free. A good atmosphere for both tourists and staff may be contributed to by those with abilities in conflict resolution (Baum and Odgers, 2001).

Time Management: Staff members at the front desk are usually given a wide array of assignments and tasks, many of which need for efficient management of time. They need to be able to organise duties in a prioritised manner, handle several queries at the same time, and strike a balance between aiding guests and fulfilling administrative responsibilities. The ability to effectively manage one's time guarantees effectiveness and helps avoid service delays or backlogs.

Adaptability: Hotels are typically exposed to surroundings that are dynamic, fast-paced, and characterised by ever-changing guest expectations and unanticipated conditions. Shin, Perdue, and Kang (2019) identified that employees at the front desk need to be adaptive and flexible in their approach so that they can quickly respond to altering priorities, handle requests made at the last minute, and overcome unexpected barriers. Adaptability makes it possible to have a smooth operation and guarantees that the needs of visitors are immediately satisfied.

Problem-Solving: In order to effectively manage a wide range of guest concerns and operational obstacles, front desk personnel need to be adept at finding solutions to problems. They have to be able to engage in critical thinking, evaluate predicaments, and devise responses that are appropriate. Having the ability to recognise the underlying cause of a problem, think critically about potential solutions, and choose the one that would have the most positive impact on the situation are all essential components of effective problem-solving abilities (Abbott and Lewry, 2010).

Emotional Intelligence: In order to successfully control their own emotions and grasp those of others, front-desk staff needs to possess a high degree of emotional intelligence. This is a must for the position. Because of this capacity, they are able to keep their cool in stressful circumstances, handle difficult clients with empathy, and deliver great customer service. In addition, having a high level of emotional intelligence makes it easier to communicate effectively and builds relationships with both colleagues and clients.

Technical Knowledge: Front desk operations often need the use of a variety of software platforms, including property management systems, reservation platforms, and communication tools. A high degree of technical expertise is essential in order to navigate these systems, process reservations and check-ins, and obtain information on visitors in a timely manner (Kilchyk, 2009). The ability to use standard office software and hardware is also an absolute need for administrative responsibilities.

Discretion and Confidentiality: It is common practise for front desk staff to handle confidential information pertaining to guests, such as personal information, payment information, and special requests. They are required to use discretion and keep the information completely secret in order to protect the privacy of the guests and preserve their safety (Ipe, 2008). This ability requires maintaining a high level of secrecy while dealing with information, following to data protection regulations, and respecting the personal space of guests.

Upselling and Cross-selling: The workers working at the front desk are in charge of advertising the many facilities, additions, and other services offered by the hotel in order to improve the overall experience of the guests and boost income. They should be able to discover chances for upselling and cross-selling depending on the preferences and needs of visitors to the site. This ability needs strong communication skills, tactics for persuading customers, and an in-depth understanding of the many hotel services that are accessible (Melián-González and Bulchand-Gidumal, 2017).

Multitasking: The front desk is often a hub of activity, with several jobs and duties being performed concurrently by multiple people at once. Multitasking abilities are required in order to prioritise activities, handle many questions from guests at the same time, manage phone conversations, process papers, and answer to a variety of demands in a timely and effective way.

Conflict Navigation: Skills in conflict navigation, in addition to conflict resolution and de-escalation, are essential in circumstances involving several parties that are complicated or sensitive (Kim et al., 2011). This skill comprises the capacity to mediate disputes, locate areas of agreement, and facilitate constructive conversation in order to arrive at a solution that is advantageous to both parties.
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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 Standard Operating Procedures

	
In order to verify that I am acquainted with the protocols and processes for check-ins, check-outs, bookings, and guest questions, I would quickly study the standard operating procedures (SOPs) that have been established by the hotel. This will help me provide consistent and competent service to the customers that come to my restaurant.

	
Proactive Approach: I am taking preventative efforts to guarantee smooth operations and give great service by acquainting myself with the standard operating procedures of the hotel, obtaining help from colleagues, and having a pleasant attitude. Taking this preventative strategy enables me to maintain my readiness and self-assurance when engaging with visitors (Bardi, 2021).

	
I recommend cross-training front desk staff in various management tasks. Training in reservation management, guest grievances, and daily operations is required. If numerous workers are familiar with management duties, operations may continue without a manager.

	
Seek Support from Colleagues

	
I would take the initiative to contact my teammates at the front desk or any other staff members, who were accessible in order to alert them of the situation, ask for their aid and get their guidance, and provide feedback. This would make it possible for me to draw on their knowledge and experience to find solutions to any issues that may crop up throughout the course of the day.

	
Guest-centric Focus: Putting the happiness of passengers first guarantees that their needs will be satisfied and that they will have a great experience throughout their stay at the hotel. I am able to create a good impression on customers and develop their loyalty by carefully catering to their needs, swiftly resolving any issues they may have, and going above and beyond to provide service that is superior to what they anticipate receiving.

	
Front desk activities would be detailed in a paper. This paper would provide detailed instructions for normal chores, troubleshooting tips, and departmental contacts. Front desk staff could manage issues without supervision with clear, well-documented SOPs.

	
Maintain a Positive Attitude and Professional Appearance

	
I would make it a priority to have a cheerful mood and give people the impression that I am a professional. This requires me to dress appropriately, put effort into my appearance, and present a kind and approachable attitude to those who are visiting the establishment. Guests would be more likely to have positive thoughts and feelings about your company if you presented yourself in a professional manner (Heyes, 2017).

	
Professionalism and Composure: In order to successfully represent the hotel, it is vital to keep up a professional look, radiate a pleasant attitude, and handle challenging circumstances with decorum and calm. Even when the manager is not there, these traits give visitors the impression that their requirements are being carefully considered (Hu, Trivedi and Teichert, 2022). This instils trust in the guests.
	
Emergency contacts might include hotel staff, department bosses, and key decision-makers. In the manager's absence, this list ensures that essential concerns, advice, and choices are addressed by selected employees. All front desk staff would have access to a regularly updated contact list.


	
Prioritize Guest Service

	
The contentment of my visitors would be the most important thing to me. During their time here, I would do all in my power to make sure that guests had a sense of being welcomed, cherished, and cared for. This would mean actively adhering to their needs, giving information that is accurate and relevant, and responding swiftly to any complaints or requests that they may have. Going above and above to provide a level of service that is in excess of what the guests anticipate will result in a great visiting experience.

	
It is easier to manage visitors' expectations and cultivate a trusting connection when there is open and proactive communication with them, such as alerting them of any delays or adjustments. Successful communication requires not just actively listening to visitor feedback but also actively listening to guest remarks. Additionally, successful communication requires continually searching for chances to improve the overall guest experience (Kim, Lee and Law, 2008).
	
I would organise frequent team meetings to provide updates, process changes, and other front desk operations information. These sessions would inform team members of changes that potentially influence their job.

	
Stay Calm and Composed



	
Even in the absence of a boss, it is critical to keep ones calm, especially when confronted with challenging circumstances. I would maintain cool and professionalism in the face of hard circumstances or complaints from visitors, carefully listening to their issues, empathising with them, and working to find acceptable resolutions. Maintaining a calm attitude is a key component in creating a pleasant atmosphere and ensuring that visitors are pleased.

	
My readiness to adjust and progress is shown by the fact that I am aware that today is my first day on the job and that I am seeing this circumstance as a chance for personal development and advancement. By actively soliciting feedback and making efforts towards continual growth, I am able to see areas in which I may make improvements and adjust my approach appropriately.
	
With management, I would create a succession plan for key hotel jobs, including the front desk manager. This plan would include identifying potential individuals, providing them with extra training and development, and building an organisational promotion route. A succession plan prepares competent people for leadership responsibilities (Dix and Baird, 2006).



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)


	
Customizability and Scalability: A complete “property management system (PMS)” should include choices for modification so that it may meet the specific needs and operations of the hotel. This includes the capability to modify aspects such as room kinds, pricing, visitor profiles, and reporting formats in accordance with the hotel's requirements (Hassanien et al., 2010). In addition, the “property management system (PMS)” should be scalable, meaning that it should be able to accommodate the growing needs of the hotel without generating substantial interruptions or restrictions.

Guest Relationship Management: Maintaining in-depth visitor profiles and histories should be one of the primary responsibilities of a PMS in order to make visitor relationship management more efficient (Christou, 2002). This involves tracking the preferences and specific requests of visitors, as well as the information of loyalty programmes and prior contacts, so that personnel may give individualised experiences. Integration with visitor communication tools (such as email, SMS, and so on) allows customised marketing and communication initiatives, which in turn improves guest engagement and satisfaction.

Training and Support: Training and continuing assistance from the vendor of the project management system are vital for ensuring a smooth adoption of the system and maximising its use. According to Alvarez-Ferrer, Campa-Planas and Gonzales-Bustos (2018), The service provider need to make comprehensive training materials, online resources, and prompt customer support available in order to help hotel workers in making efficient use of the PMS and in addressing any possible problems that may arise.




	
Element 2 – Hotel reputation


	
Sustainable and Responsible Practices: A hotel's image may be improved by adopting sustainable and responsible business practises, as an increasing number of guests look for environmentally friendly and socially responsible dining and lodging alternatives. The hotel's commitment to sustainability and responsibility may be shown by the implementation of programmes such as energy and water conservation programmes, waste reduction methods, locally generated goods, and community involvement activities (Chu and Choi, 2000). This contributes to the hotel's enhancement of its reputation.

Staff Training and Professionalism: The reputation of a hotel benefits greatly from having employees that are knowledgeable, well-trained, and professional. Staff members who have participated in continuing training programmes that emphasise service skills, communication, problem-solving, and conflict resolution are better equipped to provide excellent service to customers and to effectively respond to questions or concerns raised by customers. When interacting with visitors, professionalism, kindness, and empathy are three qualities that make an enduringly favourable impression (Cantallops and Salvi, 2014).

Quality Facilities and Amenities: A hotel's reputation may be significantly influenced by the services and conveniences it provides to its guests. It is of the utmost importance that the guest rooms, common spaces, and facilities, such as swimming pools, fitness centres, and dining establishments, be kept immaculate and well-maintained at all times. In order to ensure that the hotel continues to provide a high level of quality, regular inspections and maintenance are performed. This helps to improve the entire experience that guests have while staying at the hotel.




	
Element 3 - Communication 


	
Clear and concise message: The use of language that is easy to understand and not too wordy is essential to successful communication. The employees have to be educated on how to communicate in a manner that is simple and straightforward for others to grasp (Labanauskaitė, Fiore and Stašys, 2020). When trying to ensure that messages are effectively transmitted and understood by others, it is helpful to use language that is simple and devoid of jargon, to steer clear of ambiguity, and to provide detailed facts.

Technology-enabled Communication: The hotel's capacity for effective communication may be improved via the use of technology. Communication may be sped up and correct, up-to-date information can be shared more easily and effectively if certain technologies, such as instant messaging platforms, mobile apps, and digital signage systems, are used (Oh, 1999). For instance, employees may utilise messaging programmes to connect with one another and colleagues, and digital signage can be used to broadcast important messages or instructions to staff.
	



	
Element 4 - Staffing 


	
Staff engagement and recognition: Workers that are engaged in their profession and eager to succeed are more likely to give excellent service. The regular use of communication, feedback, and acknowledgment are three of the most important factors in creating a healthy work environment that supports employee engagement. It is feasible to promote work satisfaction and loyalty, which will lead to improvements in the experiences that visitors have as a result (Nickson, Warhurst and Dutton, 2005). This may be accomplished by promoting employee engagement, rewarding their successes, and offering possibilities for career promotion or extra duties.

Performance Management: Establishing a performance management system that includes stated objectives, frequent feedback, and performance reviews is vital for the growth and accountability of your personnel. This system should be established as soon as possible (Kandampully, Zhang and Jaakkola, 2018). As a result of getting constructive criticism, defining objectives that are within reach, and being acknowledged for great performance, members of the staff are encouraged to continue their own growth and to contribute to the success of the hotel.

Recruitment and Selection: A robust personnel strategy must begin with methods for recruiting and selection that are both efficient and effective. In order to do this, it is necessary to determine the particular abilities, experiences, and credentials that are needed for each post, in addition to conducting comprehensive interviews and examinations in order to evaluate applicants (Baum, 2007). The growth of a powerful and loyal staff may be helped along by the recruitment of applicants whose values are aligned with those of the hotel, who already have the necessary abilities, and who have a real interest in the hospitality industry.
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