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Introduction
A special set of abilities are necessary for the difficult profession of working at a hotel front desk. Being a visitor's first point of contact, the front desk staff member has a significant impact on how they perceive their stay. Guest interaction, reservation management, payment processing, and complaint resolution are all aspects of the work. Front desk employees need a variety of talents, from communication to problem-solving, to be successful in this position (Çizel, 2015, p.182). The following are the main skills needed to work at a hotel front desk:


Customer service skills
Making sure guests are content and satisfied is the main duty of a front desk representative. Excellent customer service abilities are needed for this. Agents must be hospitable and polite and be able to respond to guests' requirements quickly and effectively. In order to improve visitors' experiences, front desk staff should also be able to anticipate their needs and make tailored recommendations. To succeed in this position, you must have a positive outlook, patience, and empathy.
Communication skills
For a front desk employee, effective communication is a crucial ability. With visitors, co-workers, and management, they must communicate effectively. Verbal communication is only one aspect of communication skills. In order to write emails, reservation confirmations, and billing statements that are both clear and succinct, a front desk worker must also possess strong written communication abilities (Kemala et al., 2020, p.49). Front desk staff members should be able to speak at least one foreign language since they frequently deal with visitors from various nations.
Problem solving skill
Front desk staff members need to be good problem solvers in order to deal with visitors' problems swiftly and effectively since they are their first point of contact. They must be able to assess the situation, find the underlying cause, and come up with a solution (Qi, 2014, p.462). In order to handle customer complaints and settle disputes while keeping a high level of professionalism, problem-solving abilities are essential.



Computer skills
Front desk staff members need to be proficient computer users who can work with online reservation systems and hotel management software. They must also be able to use multiple systems at once while multitasking and attending to the needs of guests, which calls for exceptional typing abilities (Bucak, 2014, p.148). Furthermore, required is a thorough knowledge of Microsoft Office programs including Word, Excel, and PowerPoint.
Teamwork skills
The front desk is a part of a bigger group that also consists of administration, maintenance, and housekeeping. To make sure that everyone is on the same page, you must be able to work well with people and communicate effectively (Sucher & Cheung, 2015, p.93). The key to giving visitors a flawless experience is cooperation.
Language skills
You might need to speak many languages fluently depending on where the hotel is located. If the hotel welcomes visitors from other countries, this is very crucial. Making visitors feel welcomed and at ease can be accomplished in large part by speaking to them in their own language.
Sales skills
The duties of a front desk representative go beyond taking care of guest reservations and client complaints. Also, they must be able to advertise the hotel's amenities including dining establishments, spas, and excursions (George, 2021, p.101). They must be exceptional salespeople with the capacity to upsell visitors on additional goods and services. This calls on the capacity to establish a rapport with visitors, pinpoint their requirements and passions, and offer suggestions that enhance their stay.

Organization skills
It can be a hectic and taxing job working at a hotel's front desk; therefore, organization is essential. To properly handle guest reservations, billing, and room distribution, front desk staff must be very organized. They must also have the ability to prioritize work, multitask, and manage their time well.
Leadership skills
Those who work at hotel front desks frequently possess leadership qualities because they can better manage hectic shifts and overtime during the holidays. They can, for instance, give tasks, talk about areas for development, switch up the order of their responsibilities, let team members know when to take a break, and encourage others to become better time managers (Somlai, 2019, p.41). By using their leadership abilities, they may make sure the hotel runs smoothly and that clients have a good time enjoying the business's services. Receptionists that possess leadership qualities can take charge of the front desk and instruct others on how to engage with clients in a hectic setting.
Conclusion
In conclusion, managing the variety of tasks that come with the employment at a hotel front desk necessitates a wide range of talents and competencies. The ability to engage with other hotel staff members and handle guest enquiries and complaints requires effective verbal and written communication skills. Managing the plethora of duties at the front desk also requires the ability to multitask and prioritize tasks.
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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 pay attention to the needs and worries of the visitors and respond correctly and swiftly. If a problem can't be resolved right away, I will let visitors know that am working on it and keep them informed of the progress.
	I will Make sure I have good, straightforward communication with visitors, co-workers, and other hotel departments. Be respectful in my words and tone, and pay close attention to what other people are saying at all times.
	It is entitled to enhance guest satisfaction: Each hotel's main objective is to give its visitors the finest possible experience. Thus, whatever strategy I use should be intended to increase customer satisfaction by offering top-notch service and seeing to it that all of their needs are addressed.
	Train personnel on conflict resolution methods: I would hold training sessions on conflict resolution methods for all front desk workers. This would entail instructing them in active listening techniques, guest empathy, and problem-solving techniques.

	
I will give visitors a polite grin and greeting. While dealing with visitors, I will act in a professional, polite, and courteous manner at all times.

	Before my shift begins, I will make sure I have all the equipment I'll need, including a computer, a phone, and any necessary papers or reports. Maintain a neat and orderly workspace so that I can quickly locate items when I need them.
	Good teamwork and communication would be emphasized in my design with the front desk personnel, housekeeping, maintenance, and management all being included among the hotel staff. This would entail frequent gatherings, unambiguous expectations, and a common dedication to offering guests good service.
	Create clear communication protocols: To guarantee that information is exchanged effectively and efficiently with other departments and workers, I would set up a clear communication procedure. Creating a standard operating procedure for managing client complaints or setting up a communication log to keep track of all interactions with guests are two examples of how to do this.

	
 To find information quickly and effectively, I will keep my workspace tidy and organized. I will also utilize tools like checklists and other resources to make sure I don't forget about crucial information or activities.

	Address issues quickly: Whenever a visitor has a problem or an issue, I will take charge of the circumstance and try my best to have it resolved as soon as possible. Send the problem to a manager or supervisor if I can't get it resolved
	my strategy would stress the value of continued training, feedback, and evaluation in addition to constant learning and progress. This would make it easier to spot areas that needed development, deal with any problems or difficulties, and guarantee that visitors have the best experience at the hotel.
	Emergency Contact List: I would make sure that all staff members had access to an up-to-date list of emergency contacts, including local hospitals, emergency services, and management employees.

	I will communicate frequently with my co-workers to keep the hotel running well. To give guests the greatest experience possible, team members must successfully communicate, exchange information, and support one another.


	Establish priorities: Throughout my shift as a front desk employee, I will have a number of things to do. Put my chores in order of importance and urgency, and make sure my I finish them on time.
	The appropriate delegation of tasks, the use of technology, and the efficient management of time and resources would all be prioritised in my proposal. This would decrease wait times, cut down on mistakes, and boost customer happiness.
	Regularly evaluate and update procedures: To make sure we are constantly developing and adjusting to new circumstances, I would regularly review and update our procedures. This can entail asking visitors and staff for feedback in order to pinpoint areas that need improvement and make the necessary modifications.

	To be able to respond to customers' inquiries truthfully and confidently. I will make sure I am well-versed about the hotel's services, amenities, and policies.

	Create a good first impression by giving visitors a warm welcome and a welcoming grin. Be receptive to their needs and wishes, and inquire about how their day is going.
	My strategy is entitled to improve efficiency and streamline hotel operations. This can be done by identifying and getting rid of steps in processes that aren't necessary, making sure staff members are adequately trained, and leveraging technology to automate work.
	Backup Systems: To maintain business continuity, I advise having backup systems in place, such as a backup generator in case of a power loss.



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)


	
Introduction
In the hospitality sector, a Property Management System (PMS) is a piece of software that controls many parts of hotel operations, including bookings, check-in/check-out, room allocations, invoicing, inventory control, and reporting.
Important components of a property management system used in hotel operations:
Check-in/Check-out: PMS streamlines and makes it simple for both guests and staff to check in and out of a hotel. It enables visitors to swiftly check in and out, update their personal information, and pay for their accommodation.
Room Management: By tracking room status, allocating rooms to visitors, and keeping an eye on room availability, PMS enables hotel staff to manage room inventory (Cockerell, 2017, p.601). They can also control timetables for room upkeep and cleaning.
Billing and Payment: A PMS tracks guest costs, automates the billing process, and creates bills. It enables hotel workers to take a variety of payment options, including cash, credit/debit cards, and gift cards.
Point of sale (POS), revenue management, and channel management systems are just a few of the numerous hotel systems that a PMS integrates with. It enables hotels to improve operational efficiency and streamline their processes.
Housekeeping Staff Management: The PMS gives the housekeeping staff the ability to see room status, update room cleaning schedules, and monitor cleaning supply inventory levels.
Conclusion
In conclusion, PMS is a crucial part of hotel operations since it makes it possible to manage reservations, the front desk, rooms, housekeeping, invoicing, and reporting in an effective manner. In order to maintain efficient operations, it also aids in managing inventories, guest connections, and interaction with other hotel systems.




	
Element 2 – Hotel reputation


	
Introduction
A crucial component of hotel operations is the factor of reputation. The general opinion that visitors and the general public have of a hotel's amenities, services, and guest experience is referred to as its reputation. Several elements, including customer feedback, press coverage, word-of-mouth, and social media, can affect reputation.
Significant aspects of a hotel's reputation that are crucial to operations:
The standard of the hotel's amenities is another factor in its reputation. The bare necessities that guests demand include comfortable beds, toiletries, and in-room amenities like TV, air conditioning, and Wi-Fi. By going above and beyond and providing extras like a gym, pool, or spa, a hotel can improve its standing and draw in more visitors (Qi, 2014, p.462). Customer service is one of the most important aspects that affects a hotel's reputation. The interaction between guests and hotel staff can make or break their stay. To generate excellent reviews, hotel staff must be kind, competent, and aware of guests' needs.
Guest Reviews: A key component of a hotel's reputation is the feedback from its guests. While unfavourable reviews may discourage potential buyers, positive evaluations can draw additional visitors. To guarantee that any issues are resolved quickly and that customers feel heard and respected, hotel personnel must monitor and respond to customer feedback.
Conclusion
In conclusion, hotel operations depend heavily on reputation, which has an impact on a hotel's success. Focusing on customer service, cleanliness, amenities quality, location, and accessibility, as well as keeping an eye on and reacting to evaluations from visitors, is necessary to maintain a positive reputation.

	
Element 3 - Communication 


	
Introduction
In the hospitality sector, especially in hotel operations, communication is crucial. Good communication can improve employee productivity, customer satisfaction, and organizational effectiveness. 
In hotel operations, the following are the essential communication components:
Internal communication: This is the exchange of information among hotel employees and departments. It is necessary to make sure that everyone is on the same page and pursuing the same objectives. Staff meetings, memos, emails, and other kinds of communication are examples of internal communication. Internal communication that is clear and efficient can help avoid misunderstandings and errors while ensuring that everyone is collaborating to give guests with outstanding service (Wood, 2013, p.1). Interdepartmental Communication: In a hotel, multiple departments work together to provide a smooth guest experience. Departments such as front office, cleaning, food and beverage, and maintenance must communicate effectively with each other to guarantee that all visitor demands are addressed. Sharing details on room availability, visitor requests, maintenance issues, and other crucial information may fall under this category.
Communication with Guests: This refers to any telephone, in-person, and written interactions with guests. The objective is to satisfy guests' demands, offer exceptional customer service, and respond to their inquiries. It takes good listening skills, empathy, and the capacity for professional and straightforward communication to effectively interact with guests.
Conclusion
Ultimately, good communication is essential to hotel operations because it enables personnel to deliver exceptional services, control guest expectations, and establish enduring bonds with visitors. Hotels that place a high priority on communication abilities and make the necessary investments in employee training are likely to have higher levels of client satisfaction and more successfully meet their financial objectives.


	
Element 4 - Staffing 


	
Introduction
The recruiting, training, development, and management of the hotel's personnel make staffing a crucial component of hotel operations. The goal of staffing is to make sure that the hotel has the right employees in the proper roles with the requisite training, expertise, and experience to provide customers with high-quality services.
Key components of staffing in hotel operations include the following:
After candidates submit their applications, the selection process begins. To identify the people who are the greatest fits for the position, it entails analysing resumes, doing interviews, and using other assessment methods (Guerreiro & Rita, 2020, p.269). To confirm that candidates have the required credentials and are acceptable for the position, selection procedures may also include background checks, reference checks, and other types of verification.
Training and development: After new hires are made, staffing involves giving them the instruction and support they need to do their tasks well. The development of the requisite abilities and knowledge can be aided through orientation programs, on-the-job training, mentorship, coaching, and other forms of training (Chou et al., 2012, p. 703). Recruitment: The hiring process begins with the identification of the roles and positions that need to be filled and the attraction of qualified applicants to apply. Employers may use job fairs, employee recommendations, job advertising, and other methods to find qualified people.
Conclusion
Overall, efficient staffing is necessary for the smooth operation of hotels. Hotel management can improve the visitor experience and develop a devoted clientele by hiring and managing the correct staff members.
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