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A variety of skills are required for effective management of guest interaction, handling reservations, and providing excellent customer service when working at the hotel's reception desk. As an intermediary between guests and several departments, this key role represents the face of the hotel.
In particular, the front desk personnel are required to have excellent communication skills. They will have to be able to communicate effectively with guests, colleagues, and other hotel staff, this includes active listening, clear verbal communication, and excellent written communication for email correspondence and record keeping (Tewari and Jatashankar, 2016).
The staff at the front desk are required to have exceptional customer service skills. When dealing with guests they must be friendly, easy to talk to and patient. 
Exceptional organisational skills are needed to work at the front desk. Staff should be able to handle more than one chore at once, multitasking skills are needed, such as checking in and out people, answering telephone calls, responding to emails, or managing a diversity of administrative tasks (Bardi, 2010).
There are often different problems and challenges encountered by the front desk staff. They need to be practical and have the ability to find solutions fast.
It is significant to pay attention to detail when you work at the reception desk. Staff should be meticulous in recording guests' information, making payments and managing reservations correctly (Lau and Wiley, 2015).
Front desk staff need to have a good understanding of computer systems and hotel management software. It should be easy for them to navigate reservation systems, update guest information and process payments (Wood, 2013).
A wide range of customers, including visitors from all countries and cultures, is often served by hotels. Cultural competence should be demonstrated by front desk staff to demonstrate respect for and understanding of any customs, languages, or traditions (Marriott, 2023).
The hotel sector operates continuously, and employees at the front desk are required to work a range of shifts, including evenings, weekends, or holidays. In order to keep pace with the evolving needs of employment and accommodate guests at any time, flexibility and adaptability are essential (Hospitality Net, 2019).
Front desk staff are required to cooperate with other hotel departments, for example in the fields of Housekeeping, Maintenance and Management. They should act like a team player, helping and supporting their colleagues if they need to (Bardi, 2010).
Personal information of guests, such as credit card details and personal preferences, is often handled by front desk staff. Preserving discretion and keeping a tight lid is essential for them (Hotel Owner, 2021).

The Kolb reflective model consists of four stages: actual experience, reflective observation, abstract conceptualization and active experimentation (Kolb, 1984).
 I will study each step in applying that model to the subject of fundamental skills required for a hotel front desk job.
I had the opportunity to interact with guests and be involved in a wide variety of tasks thanks to my work placement at the hotel reception desk. The importance of good communication, organisation, and problem-solving skills for ensuring a smooth operation and guest satisfaction has become apparent to me. The active nature of this role and the need for flexibility in a diversity of situations have been tainted by these experiences.
I have realized that effective communication is crucial to be successful in this position, after reflecting on my past experience. It is important that we have a clear, friendly connection with guests, colleagues, and staff. In understanding and responding to guests' needs, I have also taken note of the importance of actively listening. In addition, in the management of the fast-paced environment of the front desk of a hotel, I have observed that multitasking and organisational skills are essential. Attention must be paid to detail to avoid mistakes and provide an outstanding guest experience.
Based on what I have seen, I have come up with the key skills needed at the front desk. Effective communication, active listening, collaboration, organisational skills, problem-solving abilities, attention to detail, cultural competence, flexibility, teamwork, and discretion are also included. I consider that those skills will contribute to creating a favourable guest experience, as well as keeping the reception desk running smoothly.
To further improve my performance at the front desk, I plan to actively experiment with these skills. I will be looking for opportunities to improve my communication and listening skills, practice multitasking techniques, develop my problem-solving skills, and constantly strive for excellence in detail. To promote a positive working atmosphere and deliver outstanding customer service, I shall also undertake cultural competence training and actively participate in teamwork.
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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?


	Make sure to review the daily sales and the occupancy report, take note of the staff needed, and attendance in each department, and communicate information with other departments.
Ensure each guest is greeted with genuine smiles and warm greetings, making sure they feel valued and comfortable.


	Reassure that hotel operations are well presented by the staff, for guest satisfaction, room availability, fast and efficient service from all the departments, to serve the guests properly.
Putting the front desk section together, making sure that all needs are met quickly. This includes the availability of a sufficient quantity of registration forms, key cards, brochures and other materials that may be required.
	Communication with all the employee and departments, will be very important.
Having the required knowledge to perform several tasks effectively, and getting acquainted with hotel policies, procedures and systems. That level of preparation will allow for responding quickly and effectively to guest needs.
	Empower employee for a better running of the operations. Share the standards of the hotel to apply them to the guests. Providing cover and support when someone is away, making sure that all the members of a team know basic tasks and responsibilities. This should allow a smooth transition, avoiding disruption of the guest service.


	Implement Yield management, providing products and services for the right customer.
Actively listen to guests' needs, concerns, and requests when interacting with them. Give a proper answer and as needed, offer solutions or alternatives.

	Prioritise the tasks according to their urgency and importance. This includes checking in and checking out promptly, responding to guest requests, answering calls and emails, and assisting with reservations.
	Prioritisation of tasks, considering urgency and significance, ensures that key responsibilities are addressed as early as possible. This approach contributes effectively to a smooth and efficient operation, which prevents any backlog or delays in key operations.
	Analise the data collection system to give the customers all the information needed is essential to establish a proper communication channel within the team. Also ensuring that contact details are easily available and updated for all team members. In addition, rapid and efficient communication in cases of unexpected absence can be made possible by the deployment of a communications platform such as group messaging or an internal email system.

	Take care of guest matters and requests in order to resolve them as quickly as possible. To meet guests' needs quickly, constant contact with all hotel departments will be necessary.

	In order to make operations go smoothly, it is important to communicate effectively with colleagues, and keep the communication channels open with other front desk associates, cleaning agents, maintenance staff and all appropriate departments.
	Collaboration and smooth coordination are encouraged through the retention of informal communication channels with colleagues and external departments. It ensures that all are well-informed and capable of responding effectively to the needs of guests by promptly sharing relevant information.
	The development of a succession plan helps to identify candidates who are able to temporarily assume managerial responsibility when the appointed manager is not in place. This requires the identification of team members who can lead and provide them with relevant training and support if necessary to take up a leadership role. This will ensure continuity and minimise the disruption of managerial functions.

	
Professional tone all day, staying calm and peaceful in the most challenging situations.  Take care of guest interactions with empathy and respect, always striving to be better than their expectations.

	The management of time is key to ensuring productivity during the shift. Setting a reasonable deadline for each task, ensuring that enough time is allocated to complete it without interrupting the quality of service.
	In order to avoid escalation and disturbances, it is important to take proactive steps to address guests’ concerns and potential problems. Reducing potential problems, ensuring a better experience for guests and workers by actively seeking solutions and taking preventive measures.
	Open discussion, sharing of updates and resolution of any issue or question are facilitated by holding regular team meetings. These meetings are an opportunity to reinforce teamwork, clarify roles and responsibilities, and discuss contingency plans. It ensures that all actors are well-placed to deal with unforeseen situations in an effective manner.

	Actively ask for assistance from experienced colleagues or other departments if needed in case the manager is absent. In order to give guests a seamless service, work with colleagues and use their knowledge and expertise.

	There is a dynamic hospitality sector, and unexpected events can occur. Maintaining a smooth operation is all about adaptability and flexibility in response to changing circumstances.
	In the hospitality sector, it is essential to be able to adapt to unforeseen situations and adjust in response to changes in circumstances. In order to meet guest demand, maintain operations and minimise any disruption, the capability of adapting the approach effectively through the acceptance of flexibility.
	Ongoing evaluation and improvement of operating procedures are enabled by promoting a culture of continuous improvement.   Proactively identify potential weaknesses and take corrective action to avoid future disruptions through regular review and update of procedures, identifying areas for improvement and seeking input from members of the team.




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)


	
Property management systems PMS are the operational backbone of hotels and cover a range of software and hardware that facilitate essential functions. Front desk operations, reservations, guest management, billing, cleaning, and more are integrated and streamlined by an effective PMS. Centralized data management, reservation, and inventory management as well as budgetary monitoring and reporting are key features of an effective PMS (Wood, 2013).

In order to consolidate guest information, preferences, and history into a single secure database, centralised data management is essential. This allows for immediate access by staff to guest details and foreseeing their needs to provide personalised service. The booking and inventory management features enable the automated processing of reservations, which ensures accuracy and optimises the use of stocks. Real-time updates make it possible to track the availability and allocation of rooms at the same time, maximising revenue potential. In addition, in order to enable informed decision-making and revenue optimization strategies, the financial tracking and reporting capabilities provided by a PMS make it possible to provide detailed information on revenues, expenses or profitability (Tesone, 2009).




	
Element 2 – Hotel reputation


	
A hotel's reputation is a crucial factor for its success. In order to attract guests, foster loyalty and gain competitive advantage it is necessary to develop and maintain a positive reputation. The excellence of service, high-quality facilities, and comforts as well as proactive management of an online presence and review are key considerations for managing a hotel's reputation (Johnston, Clark and Shulver, 2012).
When defining a hotel's reputation, excellence in customer service is of paramount importance. Hoteliers may build a reputation for exceeding expectations through the consistent delivery of superior guest experiences (Anggani and Suherlan, 2020). The quality of services and the satisfaction of guests are a result of training and empowering staff to be attentive, friendly, and responsive. Moreover, the overall guest experience is enhanced, and its reputation is strengthened by investing in well-maintained establishments, comfortable accommodation facilities and a variety of services (Travel With Purpose | Hilton ESG, 2022). 
Managing online presence and guest ratings is of paramount importance in today's digital age. Hoteliers are able to connect with potential guests and display their unique services by creating a strong online presence through an attractive website, as well as active participation on social media platforms. The prompt response to guest feedback, which both positively and negatively complements the reputation of the hotel, is a sign of commitment with respect to guests' satisfaction. Positive reviews and ratings are social proof, influencing the decision-making process of potential guests (Lau and Wiley, 2015(a)).




	
Element 3 - Communication 


	
The foundation for successful hotel operations is efficient communication. Communication between staff members, departments and guests is facilitated in a manner which facilitates mutual coordination and complete guest experiences. Internal communication, guest communication, and interdepartmental communication are key aspects of effective communication in hotel operations (Lau and Wiley, 2015(b)).
To retain a cohesive team, and to ensure that staff members are well-informed about operational updates, procedures as well as the preferences of guests, internal communication is essential. A regular team meeting provides an opportunity to discuss the objectives, share updates and resolve any concerns. Effective internal communication is facilitated by clear reporting structures, as well as efficient use of communications technologies such as email, instant messaging, and intranets (Tewari, 2016).

The key role in shaping guest experiences is played by communication of guests. In order to facilitate communication between guests and their requirements, hotels must establish a number of channels. It creates a sense of care and enhances the guest's satisfaction by responding promptly to questions, personalised interactions, or proactive communication during their stay. To simplify the communication of guests and to bring them suitable access to hotel services, the use of technology such as mobile applications or guest service platforms can be used (Wood, 2013).
In order to ensure unified operations and the happiness of people, interdepartmental communication is vital. The efficient handling of requests for guests, and the fulfilment of guest expectations, are ensured by effective communication within different departments like cleaning, reception or food and beverage. Effective problem-solving and reducing the potential service gaps are enabled by coordinated efforts and transparent channels of communication (Bardi, 2010).





	
Element 4 - Staffing 


		
In the field of hotel operations, staffing is an indispensable element. To deliver excellent service and maintain the satisfaction of guests, it is crucial to have the right team of skilled and motivated individuals. Recruitment, training and staff engagement and empowerment, as well as creating a constructive working environment are key thoughts when it comes to staffing (Sturman et al. 2011).
The selection of persons that are in line with the hotel's values and possess, the required skills and abilities should be a focus of recruitment and training procedures. In order to promote professionality and excellence in service, comprehensive training programmes ensure staff have the necessary knowledge and tools for performing their duties effectively. Staff members shall be kept up to date with industry changes and best practices through ongoing training and growth openings (Premier Inn, 2023).




Moreover, to support a favourable working environment and provide exceptional service, it is vital that employees are engaged and empowered. A culture of motivation and dedication is created by recognising and rewarding staff achievements, providing growth opportunities, and promoting open communication. In their interactions with visitors, the employees who feel appreciated and supported are more inclined to interact in a manner that contributes to guests' satisfaction as well as favourable evaluations (Johnston, Clark and Shulver, 2012).
In order to maintain staff morale and overall performance, it is important to create a constructive working environment. This requires the promotion of teamwork, open communication, and mutual respect. The satisfaction of the staff and their retention are further enhanced by regular feedback, team-building activities and initiatives promoting a balance between work and family life (Hammer, 2016).
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