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I have observed the hotel front desk is a helpful tool to meet and help the guests with good behaviour and a helpful mentality (Guest, 2023). The role of the front office desk is to deliver information about the services given to customers, help the customers with the nearest movable places and other necessary things to check in and out. The front desk develops comprehensive guest information and ensures the guest is satisfied in terms of their lodging, food, transport and other needs. The skills required to work at the hotel's front desk are written below:
Professional appearance: This is the specific behavioural appearance which is necessary for the front desk work of a hotel. A professional appearance is a suitable conduct for interaction and comportment with the guests. These skills help to increase the management of a hotel and maintain the social media to direct and control all the online bookings and update the information of the hotel on websites and other places in digital media
Computer Literacy: The work at the front desk in a hotel is required for the quality of computer literacy. Computer literacy develops better communication and tracks the details of the transaction of every customer in the hotel. All the details relating to every purchase of the necessary goods and advance payments in several fields must be kept on the computer. Digital advertisement, programming, creating spreadsheets, and email are all these works done by computer. Computer literacy helps to incorporate the latest programming and advanced technology benefit to the hotel and as a result, customer retention gets increased.
Guest service:  Guest service is always important to retain customers in hotels. The hotel front desk takes the responsibility to maintain sales and marketing by meeting with new customers and satisfying them by stating online and offline offers. It includes being pleasant and accurate to work efficiently for the customers to ensure a satisfactory result for the hotel tourists. It increases guest engagement by providing a better opportunity to stay at the hotel including many special offers like spa vouchers, gifts and other things.
Able to work in a flexible schedule:  hotels are an all-time business. Guests can come to the hotel anytime. The front desk employees have to remain active in their duty (Lacalle, 2023). The front desk employees are bound to be flexible in their job roles. This is why flexibility is a very important skill for working at the front desk.
Speak Multiple Languages: The front desk service requires employees who can speak several languages. Knowing and understanding different languages is helpful to gain customers. The customers want to get support in their preferred language to talk and spend time in the hotel (Johnston et al., 2012). It builds up good relations and develops profit.
Problem-solving skills:  Good front desk employees can make prompt and quick responses to any difficulties or problems in a hotel. The desk professional can keep the valuable reputation of the hotel ahead of time. This is why the requirement for problem-solving skills is important for working at the front desk of a hotel.
Ability to stay easy and calm under pressure: The front desk job focuses on multitasking. The desk professionals have to be patient and calm when the customer gets angry or in any improper situation. The management in the hotel should be maintained and suitable for other customers. Front desk employees maintain every circumstance in the hotel in a peaceful manner. The skills and abilities to stay easy and calm under any pressure or hazardous situation are very necessary for the hotel front desk responsibilities.
Strong Interpersonal skills: The front desk employees should be friendly and personable in creating a positive environment for the guests. The main objective of this skill is to motivate every stakeholder with the aim to achieve decent services. Listening skills and verbal and non-verbal communication are included in interpersonal skills.
Organised and detailing: The multitasking which is served by the front desk includes detailing and organised calamity in the hotel (Wood, 2013). The detailing of every aspect of the hotel is very important. The front desk employee gives attention to make sure that every detail can be explored and vividly taken care of. The constant noticing of all the small details to satisfy the customer and meet the goal of the business, the front desk authority focuses every time on the maintenance from cleaning to checkout. The skill of maintaining the hotel organised and careful about every detail are the required skills for the job of the front desk in a hotel.
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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?


	I will be going to take all responsibilities to manage all the front desk activities as an associate. I will immediately inform my all staff about the working situation. I will take my duty very seriously. I have to receive and deliver all the incoming and outgoing emails to manage the workflow. I need to answer all the important calls of the guest and staff. I have to schedule important meetings with staff to take some decisions on hotel management. I have observed that coordinating office activities is an important task of front desk associates. Therefore, I need to look for strong customer service to communicate with the guest. I have to take responsibility to manage the reception to guide the guests. I need to make sure about the staff duties in the hotel (Bardi, 2010). I have identified that I need to record customer information to manage all the confidential data of the guest. I have to handle all the complaints of the guests to solve the issues.


	First, I will provide prompt service to the customers by giving them high-quality customer service. I will be listening to all their request and inquiries of them and will try to give them the required information. I will handle complaints of the guest regarding various services in the hotels which will be solved immediately to run the business operation smoothly. I will collect the payment and will be checked thoroughly all the bills and data with the use of a computer. I will check all the safety and health measures by taking effective services by the staff in the hotel. I have identified that I need to help in generating sales to improve and promote the services of the hotels to the customers. I will give an inclusive atmosphere to all the other employees to work efficiently. I will check all the inventory processes and other administrative duties to make a clear connection and relation with all departments in the hotel. I will maintain a filing system to store all the important documents in one place. Therefore, I have to maintain a visitor log book for effective customer service management (Tesone, 2015). I will be very professional and punctual on time to do all the management front desk work within the proper time. I will make travel arrangements for the customer by helping them to solve their needs and expectation.

	I feel that I have obtained professional skills which will be helpful for me to manage all the front desk activities very effectively. I feel that my observation and critical thinking skills will help me to incorporate plans very strongly to make customer service very smooth. I will plan to keep my focus on customer data management which is considered to be the most important part of hotel front desk management. I will be applied the CRM model to deal with the reservation system of the guest in the hotel. Therefore, I feel that this plan will be most effective to measure guest experience and monitor customer service (Tewan, 2009). I can implement a Point-of sale-service to monitor the payment segment in the hotel. It will be very effective to channelise automated payment processing to keep all financial data safe and secure in one place. My problem-solving skills and communication skills will be effective in taking decisions on several issues. I will be able to interact with the guest and it will give me the opportunity to solve all the problems and queries of the customers.

	I will implement an effective plan to grow customer service through effective and strategic steps. I can plan for storing guest data in a property management system which will give me to deliver service with a personal touch. I will prioritise my task according to the pressure of work and the needs of the customer. I can implement proper desk policies to address different issues of the customers. I can implement a helpline number for the front desk associate where customers can call directly to the associate and can share their thoughts and demand. Regular training can be a good plan to increase the strength of the front desk management. Knowledge about local places and local culture should be implemented by the staff to deliver the best customer service by solving various queries (Lacalle, 2021). 


	


	
	
	

	


	
	
	

	


	
	
	

	


	
	
	



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)


	
The property management system is an important element in the hotel industry. This element helps to operate front-office capabilities and different activities which include hotel booking and reservations, check-in and check-out process of guests, room assignment for the guest and other crucial activity which is related to customer management services. There are several benefits of the PMS model in the hotel industry. It can boost all the operational activity in a hotel which can attract more customers. The proper management of this element can increase housekeeping efficiency. It helps to improve the revenue management process in the hotel (Hammer, 2016). Customers are an integral part of the hotel industry. Therefore, the property management system can help to perform better management of customers’ data and information. It has been observed that property management systems can incorporate software programme that can facilitate all administrative tasks very efficiently. Currently, property management systems are used by many big hotel chains to channelise their booking and control reservations. Many hotels are using this system to manage all the back-office activities. PMS can help to identify to track room occupancy rates and services. There are several key components in the PMS system which are reporting and analysis, point of sale, customer data management, central reservation system, back officer and other activities related to channel management. PMS is a good strategy to control and distribute inventories across the various channel of operations like GDSs, Wholesales and direct booking. It helps to make the room inventory available for travellers who want to book a room through an online process. One of the significant aspects of the PMS system is the management of staff which is related to human resources activity and shift management or staff invoicing. 







	
Element 2 – Hotel reputation


	
Hotel reputation is an important aspect or element in the hotel industry based on which the success of the hotel is dependent. The reputation of the hotel can enhance the revenue through the building of strong trust of potential and targeting customers. Hotel reputation depends on nurturing relationships with the customers very efficiently. Therefore, a hotel’s reputation fully depends on the positive perception of the hotel industry and its value proposition. There are different strategies that can be applied to build a hotel’s reputation which are responses to all the feedback and reviews from all staff, customers and past guests (Corgel et al., 2011). It can give the opportunity to fix the problem and increase the potential to develop more strategic management where the hotel can apply a more customer-friendly approach to increase revenue and sales of the business. A hotel business can use social tools to know about the expectation and needs of the customers. It will be effective for the hotels to make good decisions on the reputation of the hotel which will give more advantages to the use of social media for the customers and all other clients. Hotel reputation can be enhanced through the creation of buzz around the local market and local people (Workable, 2023). It can enhance brand values. Therefore, hotels need to target a specific audience and need to invite local customers. The hotel industry can increase a hotel’s reputation through the internal management of the employees which can gain more attraction among the clients. 







	
Element 3 - Communication 


	
The hospitality industry or hotel industry is an area of business where proper and strategic communication skills are very necessary to create a strong relationship. Communication skills are effectively associated with customer satisfaction and strong coordination with all employees who are working in the hotel. Effective communication skills are essential for the success of the brand in the market (Petty, 2023). Excellent communication skills are very important for resolving any internal and external conflicts in the hotel. It helps to build a positive experience among the guests through proper interaction. It has been seen that clear and concise communication can reduce any misunderstanding in the flow of operations. Proper communication can help to manage front desk operations in the hotel as it is fully associated with customer interaction (Solomon, 2018). One of the significant aspects of communication in the hotel industry is to build fosters mutual trust and a sense of strong cooperation among the employees which impacts the management of the hotel. Effective communication with the manager can enhance the planning and taking decisions for a particular problem. Communication can help to manage and increase managerial efficiency and can promote cooperation and industrial peace among employees. Interpersonal communication can enhance face-to-face communication which increases strong trust and relationships. 







	
Element 4 - Staffing 


	
The hospitality industry or hotel industry is an area of business where proper and strategic communication skills are very necessary to create a strong relationship. Communication skills are effectively associated with customer satisfaction and strong coordination with all employees who are working in the hotel. Effective communication skills are essential for the success of the brand in the market (Petty, 2023). Excellent communication skills are very important for resolving any internal and external conflicts in the hotel. It helps to build a positive experience among the guests through proper interaction. It has been seen that clear and concise communication can reduce any misunderstanding in the flow of operations. Proper communication can help to manage front desk operations in the hotel as it is fully associated with customer interaction (Solomon, 2018). One of the significant aspects of communication in the hotel industry is to build fosters mutual trust and a sense of strong cooperation among the employees which impacts the management of the hotel. Effective communication with the manager can enhance the planning and taking decisions for a particular problem. Communication can help to manage and increase managerial efficiency and can promote cooperation and industrial peace among employees. Interpersonal communication can enhance face-to-face communication which increases strong trust and relationships. 
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