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	Required key skills for hotel front desk.
1. Customer Service Skills
There is continual interaction with guests while working at a hotel front desk. Good customer service abilities are therefore crucial. What I have experienced is communication is one of the major factors. I have found effective communication with guests, understanding their needs, and giving them the information, they require all depend on having strong verbal and written communication skills (Bardi, J.A., 2021, p.10). Active listening, empathy, Politeness and Professionalism are also crucial element as by keeping a courteous and professional attitude I made good first impression on guests. It entails acting with decency, respect, and a positive attitude. As per my point of view another potential factor is Problem-Solving, the capacity to respond quickly and satisfactorily to customer complaints and difficulties is essential (Olimovich et al., 2020, p.15). Front desk employees with problem-solving abilities can respond quickly and come up with the best solutions to guarantee customer happiness. During my experience on front desk, I have found being Patience and Tactfulness is another great influence. I was acknowledged for my Patience and tactfulness when handling diverse guest personalities and demands. 
2. Organizational and Administrative Skills
For the efficient operation of the hotel, front desk workers oversee managing a variety of administrative chores. The essential administrative and coordination skills to run are Time Management, computer literacy and record keeping. To run smoothly and provide excellent customer service, it is essential to keep accurate records of all reservations, transactions, and visitor information (Arafah, 2019, p.350). By prioritizing activities, organizing appointments, and following timetables everything can run smoothly. However, attention to Detail is a critical aspect. It is said that to accurately manage visitor reservations, handle paperwork, and maintain records, one must be precise and pay attention to detail (Shin et al., 2019, p.315

3. Knowledge and Adaptability
The front desk employees should be well-versed in the amenities, services, and nearby attractions to deliver outstanding service. They may confront a variety of scenarios and visitor requests; therefore flexibility is also essential. The necessary abilities consist of some crucial Element such as Product Knowledge. The front desk employees may provide accurate information and upsell, when necessary, by having a thorough understanding of the hotel's offers, which include accommodation types, amenities, dining choices, and other services (Alexakis and Jiang, 2019, p.218). 
Another aspect I witnessed is knowing Local area Knowledge. Helping visitors around the area and improve their overall experience is knowing about nearby attractions, transportation alternatives, and food suggestions. However, I felt that Cultural Sensitivity is also a potential need as I have experienced this coming from a BME background. Offering variety of services to visitors from various cultures and origins breaks down barriers, builds relation and creates many opportunities for future (Otoo, 2019, p.209). Visitors will feel at ease and understand if you are respectful of and attentive to their culture. In the hospitality business, it is essential to be able to adjust to various circumstances, deal with unforeseen difficulties, and fulfil customer requests.
4. Teamwork and Interpersonal Skills
Working closely with various departments and coworkers is common for front desk professionals. A good environment requires effective teamwork and interpersonal skills. Some of these which I have experienced is that coordination and problem-solving are made more effective when team members from different areas, such as management, maintenance, and cleaning, collaborate (Nam et al., 2021, p.560). However, working with coworkers in a professional and cooperative manner generates a positive work environment and increases output in general. Along with this I also observed Staff members working at the the front desk could run into disputes. A harmonious workplace is ensured by having the capacity to manage and resolve problems successfully (Djajasinga et al., 2021, p.114). The ambiance at the front desk might be hectic and quick-paced. The capacity to manage numerous activities at once is essential. Examples include taking calls, checking guests in and out, answering questions, making notes and fulling their needs and requirements. 

Overview of the required skills
Overall, I have found that when working on Front Hotel Admin, it requires knowledge regarding customer preferences and market trends. Front office must be highly obliged soft spoken and greatly knowledgeable about the services provided by the hotel. Front staff and I were responsible for attracting clients and customers to the hotel and serving them on time. Thus, the person needs to qualify for the aptitude test regarding the Desire qualities stated by the hotel regarding their front office employability be calm patient and respectful of themselves and hotel needs. 
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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 a quick resolution of this scenario in the future?


	· Welcome guests with warm welcome, Smile with a friendly and cheerful greeting and make them feel as comfortable as possible.



	· You communicate with each other and relevant departments. Have a backup plan in place, Observe well have security precautions, management processes, supporting managers available. 
	· I would consider my plan being most effective as possible by putting protocols in place. Get all shifts covered, inform assistant manager. Check arrivals, vulnerable people so you can put procedures in place.
	· Create a concise and easily available document explaining the measures to be taken in the event of the manager's absence.

	
· Keep your appearance tidy and businesslike.
	· Always be on the lookout for any potential problems or emergencies and be prepared to act appropriately.
	· Going through plan with managers from other departments to ensure everything runs smoothly. 
	· An assistant manager should be given the authority to act as a designated backup.

	
· Give accurate details about hotel features, services, and nearby attractions.
	· Effectively communicate with colleagues, and remain upbeat and professional the whole shift.
	· Explain that the manager's absence may have resulted in any delays or inconveniences if someone requires
	· Cross-train front desk workers on managerial duties to ensure a seamless transition in such circumstances.

	
· Inquiries and requests from visitors should be handled politely, positively and immediately.
	· Make sure the front desk area is clean, tidy, and professional by taking responsibility for it.
	· Unless there is an incident that needs to be dealt by a manager, it is not necessary to let them no that he is not there. 
	· Open lines of communication should be established to swiftly alert staff of the manager's absence and the authorized contact person.

	· Make sure that check-in goes well, taking into account any unique requirements or guest preferences.


	· Greet visitors and help them with check-in and check-out processes, questions, and requests.
	· In order to ensure room availability and cleanliness, work with other departments like cleaning.
	· Review and revise the contingency plan on a regular basis to account for any adjustments to staff or protocols.



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)


	
Hotel operations rely heavily on “property management systems (PMS)”, which offer a centralized platform for managing many areas of hotel management. There are a number of important factors to consider when choosing a PMS for hotel operations. First, a crucial part of a PMS is reservation and booking management (Lam and Law, 2019, p.65). The system should be able to handle reservations effectively, including Internet bookings, room availability, rate management, and visitor preferences. In order to increase the possibility of revenue, it should also offer a seamless connection with distribution channels. The PMS's front desk operations are also a crucial component. Secondly, the system should make the check-in and check-out procedures as well as guest registration, room assignment, and key card administration as easy as possible. 
Real-time updates on room status, visitor requests, and rapid access to visitor information should all be provided. Thirdly, the PMS's Housekeeping Management feature is crucial. It ought to provide effective management of housekeeping duties, including scheduling room cleanings, monitoring room status, and organizing maintenance requests. Real-time updates between housekeeping and the front desk should be possible thanks to integration with the PMS, ensuring seamless room turnover (Alrawadieh et al., 2021, p.330). The management of finances is important. "Billing and invoicing", "payment processing", and interaction with accounting systems are just a few of the strong financial functionalities the PMS should offer. It ought to deliver accurate revenue reporting, occupancy rates, and financial analysis to assist in decision-making.


	
Element 2 – Hotel reputation


	

A hotel's success and profitability are greatly influenced by its reputation. It immediately affects customers' choices to reserve a room and stay at the hotel. Several important factors come into play when evaluating the reputation of hotel operations:
· Service Excellence: One of the most crucial aspects of a hotel's reputation is the caliber of the services it offers. This comprises accommodating and cordial staff, timely and effective service, and individualized focus on visitor needs (Floričić, 2020, p.1105). Building a solid reputation involves consistently providing outstanding service.
· Guest Satisfaction: The degree of guest satisfaction has a direct bearing on a hotel's standing. Positive ratings and recommendations are influenced by meeting and exceeding guest expectations with regard to well-kept facilities, cozy lodgings, cleanliness, and amenities.
· Staff Competence and Training: Competent and knowledgeable staff personnel are essential for delivering outstanding service, as are their qualifications and training (Shin et al., 2019, p.315). Employing and educating staff members who have the knowledge, professionalism, and ability to properly engage with guests should be a priority for hotel operations.
· Safety and Security: The reputation of a hotel depends on how well its visitors are kept safe and secure. Putting in place strong security measures like surveillance systems, qualified security staff, and safe access control helps foster confidence and improves the hotel's reputation.
Online reviews and ratings: In the age of the internet, online reviews and ratings have a big influence on a hotel's reputation. Negative reviews can hurt an organization's reputation, whereas positive reviews and high ratings on sites like TripAdvisor and Google help an organization's reputation (Marneros et al., 2020, p.240). In order to keep a good reputation, one must actively manage and monitor online reviews.


	
Element 3 - Communication 


	
A successful hotel's functioning depends heavily on effective communication. It is essential to provide top-notch customer service, guaranteeing seamless collaboration across many departments, and upholding a great reputation. Several important factors come into play when thinking about how hotel operations are communicated. First and foremost, effective communication is crucial (Bouranta et al., 2019, p.341). The entire personnel, from the front desk to housekeeping, must comprehend orders and information precisely. It is essential to express the content in a way that everyone can understand by using plain language, avoiding jargon, and using basic terminology. The second component of good communication is active listening. Active listening shows respect and aids in delivering pertinent comments and answers. 
Staff members should pay close attention to what customers, coworkers, and superiors are saying so they can completely comprehend their requirements, worries, and directions. 
Correct documentation is another important component. The accuracy and consistency of communication are ensured by maintaining records of visitor requests, reservations, maintenance difficulties, and other significant information (Mahfud and Lastariwati, 2019, p.1060). Effective follow-up is made possible through documentation, which also serves as a reference for upcoming interactions. The usage of appropriate channels is also necessary for efficient communication. Hotels may use a range of communication options, including messaging apps, intercoms, email, and phone systems. Communication will be effective and timely if the appropriate medium is chosen for each circumstance while taking privacy and urgency into account. Collaboration, problem-solving, and continual development are all facilitated when staff members are free to express their ideas, worries, and comments.


	
Element 4 - Staffing 


	
The effectiveness and success of a hotel as a whole are greatly influenced by the personnel of its operations. When addressing the industry's personnel demands, a number of important factors must be taken into account. First, meticulous planning and workforce demand predictions are necessary for proper staffing. In order to identify the ideal staffing levels for various departments and shifts, historical data, seasonal trends, and predicted demand must be examined (Musavengane, 2019, p.790). Second maintaining service standards, attending to guests' demands, and effectively completing operational chores are all made possible by adequate staffing. The correct talent must also be found and attracted, which is step two. 
Hotels should make sure that each position has clear job descriptions and requirements, taking into account the particular abilities and qualities needed. Implementing effective recruitment tactics should include sourcing individuals from a variety of sources, conducting in-depth interviews, and running background checks to make sure prospects are a suitable fit for the hotel's standards and culture (Lukanova and Ilieva, 2019, p.160). Thirdly, improving employee happiness and service quality depends greatly on staff training and development. Hotels ought to spend money on thorough training courses that cover crucial abilities like customer service, communication, problem-solving, and technical proficiency. Employees can improve their performance and move up the corporate ladder with the aid of ongoing training and development programs.
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