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Front desk Employees
The persons who are working at the front desk of the hotel will greet the guest when they arrive at the hotel. They interact with visitors during their stay, at check-in and checkout, and in between. The person at the front desk at a hotel can improve the establishment's reputation, foster a good first impression, and make customers happier. An excellent front desk person has previous hotel business expertise and a talent for providing excellent customer service (Moraitakis. 2023). 
The persons or employees who are working at the front desk must have strong skills. Gaining experience at the front desk employers can increase your employability and help you to manage your business more effectively. The majority of hotels need employees with comparable abilities and qualities who understand the importance of client satisfaction. The following are some skills:
Strong Communication Skills
Strong communication skills are frequently required for the person who is working at the front desk to connect with guests both in person and over the phone. For instance, they could give advice, discuss hotel rates, book a room, give directions, and provide a detailed description of what the client might be able to count on from their trip (Gattig. 2023). Positive thinking could make interacting with customers more fun. 
Technical Skills
The employee who works at the front table needs technical knowledge to use computers. For instance, businesses might use certain software programs and other processing tools to handle client business transactions. Even though prior experience with the software of the specific hotel is frequently essential, training in the job may be offered. Excellent technologically literate staff members can update customer records in the system with accuracy.
Team Work
The worker or employee who is working at the front table can work with management and other employees since they have strong collaboration abilities. For example, they talk about guest problems, agenda their succeeding meeting, and deliberate how to be more effective or give feedback on their work and the company's monthly objectives. Utilizing their collaboration abilities may inspire individuals to develop a positive company culture. To make sure that customers have a pleasant time while staying there, front desk staff members must get along with one another well.
Patience
When dealing with customers and solving issues, patience is a virtue, especially when working under pressure or with challenging clients. For instance, front desk staff may joyfully answer questions, fill out paperwork, put up with working overtime, and deal with terrible customer service. Being patient with customers may help to create a nice environment for everyone.
Flexibility
People who work at front desks at hotels are typically flexible and adept at dealing with change. They might run across creative marketing techniques, team enlargement, higher lodging rates, different work sites, management replacement, and shorter workdays, for instance. When changing their schedule and adjusting to other job changes, receptionists may make use of their capacity for adaptation. They might view the change as a positive development if they can adapt and change how they act in the environment.
Skills of Leadership
Those who work at hotel front desks typically have leadership qualities since they can handle hectic schedules and overtime throughout the holidays. For instance, they can delegate responsibilities, talk about areas for growth, modify the order of their tasks, let the team know when a break is required, and encourage others to improve their time management abilities. Leading receptionists may manage the front desk and teach others how to engage with clients in a busy setting (Gregory. 2018).
Observation of details
Most hotel front desk personnel are detail-oriented since they have to deal with paperwork issues, void payments, misplaced key cards, and busy shifts. They can spot problems and address them before they have a chance to detract from a visitor's experience thanks to their excellent attention to detail. When handling the many duties of the profession during busy periods and when multitasking, strong attention to detail ensures that important details are not lost.
Organizational Skills
The numerous duties associated with working at the front desk may be made easier for the organization. For instance, they might welcome customers, take phone calls, speak with management, utilize the computer, and handle any issues that customers might bring up. Strong organizational abilities support hotel receptionists in balancing their various responsibilities with satisfying encounters with guests (Johnson. 2019).
Summary
The person or an employee who works at the front desk represents the whole staff so they must have the above skills through this they attract the guest
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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?


	Warmly Guest Greetings: It is important to welcome guests since it enables immediately puts a hotel guest at ease. So, I warmly welcome the guest that they feel they come into the home
	Make a List:
As the first day and the manager is absent so I manage a lot of work so firstly I make a list a mark the most important work so do the most important work first.

	Work done according to the list:
When I do work according to the list that I prepare work do it first so the work is done properly and timely According to me this technique is the most effective to do work properly.
	Tanning:
According to me, providing training to the staff is the most important thing with the help of this they properly know how to treat a guest and how to welcome them when they come to the hotel. 

	Make eye contact:
After a warm welcome, I make eye contact to sure that I listen to their  requirements carefully
	Non-Verbal communication:
This method of non-verbal communication makes the guest feel appreciated. I make this method to make strong communication with the guest.
	Non-Verbal communication:
I feel this method is most effective When I make strong non-verbal communication with the guests then they feel easy and easily tell their needs.
	Training of Non-verbal communication:
It is very important to make eye contact with a guest so the hotel owner establishes a training session for the new bingers (Pogosyan. 2017). 

	Proactive: I understand the nature of the guest. When I understand the nature then I recommend the hotel products according to the guest’s nature and want.



	Preparing questions:
I prepare a list of questions before I start a job to understand the nature of the guest 
	Work according to the answers:
When I ask the question that I prepare and get the answers, then I understand the nature of the guest and they help me to make a guest comfortable and help me to make the right choice where they stay.
	Proactive Tanning:
According to me, proactive tanning is very important for new employees When they get the proper tanning and when they communicate with the guest they know nature and what they want then they provided and recommended things according to nature (Parker and Collins 2012).

	Proper Dressing:
As a front desk employee, I do proper dressing because “first impression is the last impression”

	Monitor time of the staff:
In addition, I check when the employee comes into the hotel and when they leave in the off time.
	Look at the Time:
When I check and balance every worker when they come and when they leave work properly and effectively.
	Mention the numbers at the time of difficulty So guests easily contact them. For staff must provide the proper uniform so easily know the profession according to the uniform (Ebersole. 2020). 

	
Feel special:
If any regular guests have a birthday then send them greeting cards

	The regular customers and guests have too much more important than listing the special moments of the guest and sending the greetings
	Check and Balance:
Check each greeting send timely so they get the greetings on their special day

	Give the points and Rewards:
The owner of the hotel make some strategies to give some points and rewards their guest and customer (Swings. 2019).
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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)


	

Definition
A PMS is a software that streamlines administrative and reservation administration processes for hotels. Front desk operations, reservations, channel management, housekeeping, rate and occupancy management, and payment processing are a few of the most crucial duties.  The software of PMS can help you manage housekeeping and your human resources, even if it primarily deals with reservations and financial transactions. A PMS typically streamlines the key internal and external running activities of a hotel. 
PMS Benefits
1. Routine Task Automated

2. Staff Efficiency Increases


3. Everything at One Spot,


4. Superior Data Security



Key Elements
There are the following key elements of PMS
Operation of the Front Desk 
The reservation service, which contains all inventory details and dates, should be connected to the online booking engine and other distribution channels. On easy and obvious dashboards, hotel management can keep an eye on previous, existing, and upcoming reservations. The check-in and check-out of visitors, the issuing of key cards, the handling of room-related requests, the monitoring of room allocation, the processing of payments, the providing of receipts to visitors, the night and shift audits, and other tasks are all taken care of by this module.
Management of Distribution Channels
To reach their target customer, businesses in the hotel sector need to be active on several online distribution platforms. Reservations can be made through a hotel's website, travel agencies, mobile apps, corporate clients, airlines, and other sources. A business can more successfully manage its web presence across numerous channels by using hotel property management software.
Maintenance and Housekeeping Management
The features of housekeeping include recording duties, assigning cleaning jobs, and controlling room statuses. The module automates management tasks and connects housekeeping staff to the front office.


	
Element 2 – Hotel reputation


	
Definition
Monitoring and influencing your hotel's online reputation are the main goals of reputation management. It entails a range of tasks, including monitoring review websites, utilizing social media, optimizing your website for search, and other things. There are the following key elements of hotel operations
Be Persistent on Social Media
Social media is the best venue for visually displaying your company and giving it individuality while communicating with your fans. Consistency is crucial to building and maintaining your community and your target audience given the quantity of information available on any social media network. You can establish connections with potential attendees and event organizers by using social media platforms.
Be in constant communication with your audience
You can connect and communicate with event organizers and attendees via social media. Genuine engagement and dialogue can foster brand loyalty, which may lead to repeat bookings and stays (Garren. 2021). Answer any queries and respond to any comments, both favourable and unfavourable, as soon as you can.
Make your website search engine friendly
One strategy for managing the reputation of your hotel is to optimize the website for search engines. More visitors are likely to find your website if it does well in search.
Obtain favourable reviews
Ninety-three percent of visitors examine online reviews before booking a hotel, claims TripAdvisor. Fifty-three percent of study participants said they would never book a hotel without first reading online evaluations. You are passing up a chance to convert a substantial chunk of your audience if you are not concentrating on getting high ratings. (Allience. 2022).

	
Element 3 - Communication 


	Effective communication is essential in the hospitality industry. Any hospitality firm that wants to prosper must have effective communication, whether it is with clients to assure their satisfaction or with employees to coordinate good service. (Carig. 2006). The hospitality sector places a high emphasis on effective communication skills since they may be utilised to establish rapport with visitors, settle disputes, and improve their overall experiences. When communication is clear and concise, it is simpler to avoid misunderstandings and miscommunications that could hamper the operation's flow. Any work involving consumers requires excellent communication skills, but the tourist sector places a premium on these skills. After all, in this market, a company's ability to offer top-notch customer service frequently determines how successful it is (Lau. 2010). Workers in the hospitality sector must be able to communicate with people from various occupations, understand their needs, and provide them with the knowledge and assistance they require (Roches. 2022). Therefore, communication is a very important element of every hotel industry.
An employee of the front desk must have strong communication skills so, they easily communicate verbally and non-verbally with guests and guests talk with employees.


	
Element 4 - Staffing 
The staff is a very important part of every hotel business. It has to do with how employees are chosen, developed, educated, and compensated in a business. Most hotel's top management takes part in this continuous management role. Any hotel industry must carefully assess its staffing needs (Thomas. 2017). It makes it possible for the company to complete all other management activities correctly and effectively. 
Role of Staffing




1. Discover the ideal candidates for the right positions

2. In order to boost productivity


3. Maximize the use of human Resources

Growth of Human Capital
The goal of staffing is to locate the best individuals for the position at the ideal time. Staffing allows HR managers to calculate the number of employees and their schedules. As a result, they can plan for employing people to cover a variety of job tasks (Kenton. 2023). Training and capacity-building for both new and existing personnel are other staffing-related concerns. This broadens the organization's pool of qualified human resources in addition to enhancing the employees' career paths.
Increasing staff morale and motivation
Employee engagement and morale are significantly boosted by an effective people organization. In addition to employing employees, staffing also involves keeping track of, valuing and rewarding their performance. People may become more motivated if they receive monetary or non-monetary rewards for their efforts. These businesses have better employee commitment levels because their employees feel appreciated. By introducing uniformity to the process, staffing aids in the creation of consistent employee evaluation and performance standards. Overall, it fosters harmony and serenity throughout the company (Cirino. 2020).
Therefore, the staffing element is very important for every hotel industry, and through this, the hotel owners manage all their activities easily. 
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