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	The front desk of hotels is known as the reception of the hotel (Bardi, 2010). The person on the front desk of the hotel has the responsibilities for taking care of customers and guests. The main work of the reception person involves communication and interacting with business partners, customers and guests either on a phone call or in person. The front desk employee is in charge of checking guests in and assigning guests a room. The task of assigning hotel personnel to clean occupied rooms falls within the responsibility of the front desk staff. They also help in organising logistics of the firm and in work documents (Ahmad, 2020). As a front desk person of the hotel industry, I will have many responsibilities to carry out in operating a hotel. To perform all the work on the front desk of the hotel effectively and efficiently, I needed to improve a few skills that are very crucial such as communication skill, problem solving skills, customer service, flexibility, computer literacy, abilities to control frustration and stay calm and many more (Frey, Fisher and Smith, 2019). 
Communication skills: for a front desk job, communication skills are a most important skill required in a profession (Bardi,2021). As a front desk professional, I will be interacting with many people every day, including business clients, customers, co-workers, upper management employees and because of this I need to improve my communication to interact with all of them effectively (Sturman et al., 2011). It is important as I will be able to provide clear information to such people. However, this will also help me to deal with difficult customers, managing tricky calls and communicating with the right person clearly and succinctly whether vocally or in writing by SMS or email (Swanson et al., 2020).   
Problem solving skills: In the profession of front desk manager, I must have the capabilities to recognise the issues and employ problem solving skills to provide appropriate solutions (van Laar et al., 2019). Problem solving skills will allow me to resolve the issues of customers and guests in a satisfactory way. When issues develop, I will be able to handle them quickly as well as effectively. This can entail addressing extraordinary events like overbookings, complaints or poor service. One of the most important elements of functioning in a hotel is problem-solving since I will need to be capable of recognising the issues guests are experiencing, develop a strategy to address them, and then check up with them in order to assure their satisfaction. 
Customer service: In order to assist guests in finding answers to their inquiries or concerns, personnel must engage them in pleasant and considerate communication. As a front desk professional I will need to have strong customer service skills in order to maintain guest and customer satisfaction. Customer service skills include being friendly and pleasant, working accurately and efficiently, problem solving as well as all those necessities that assures a good and pleasant experience for guests in hotels (Pitardi et al., 2022). For example, if I receive a phone call from a customer regarding the service and pricing of the hotel, in that with the help of customer service skills I will be able to assist them with their queries as well as convince them to visit the hotel.   
Computer Literacy: As a front desk employee, I need to be familiar with computer systems as I will be increasingly used to carry out work related activities. Having computer skills will help me to achieve my work effectively, as there are servals of jobs which are registered in the system such as checking and checking out of customers, billing and many more (Al-Hawari and Barham, 2021).  Computer literacy includes the understanding of how to use computer systems, software programs and technical programs. 
Flexibility: Being flexible is a skill that will allow me to adjust with my behaviour and action according to changed expectations and needs. As a front desk professional in a hotel I will need to have flexibility skills to adjust with the changes such as with organisation schedules, protocols and other changes. In hotel business, the business operates 24\7.  Customers keep coming and going all the time and for such a reason there should be someone always available on the front desk to assist them. So, in that case, I may have to do some extra work and being flexible will help me to adjust with this.    
As a result, I will continue to uphold the value of front desk hotel personnel abilities in order to deliver excellent customer service.
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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 ensure that I greet guest pleasantly and friendly.


	When a client arrives, I will greet them politely and kindly then, being the front desk employee, I will provide them an exact answer to any problems or complexity they experience when they visit the hotel.
	I have created a strategy to make sure all tasks are completed efficiently as well as on time. I have tried to prioritise my work and efficiently manage my time in order to guarantee that all targets are completed on time.
	I will make sure that there are clear channels of contact between the staff and the clients. I will ensure that employees understand what customers expect from them and are able to communicate that to them.

	I will make sure that each and every application and paperwork that is required is correctly filled out and verified.

	I will take care of accepting payments made with checks, credit cards, and cash.  The front desk employees should correctly process payments and resolve any problems.
	I have developed proactive measures to ensure that all customer expectations are met and the customer service experience is top-notch.
	Considering in the event of an emergency, having a backup plan in place. In addition to contact information for the right persons, this plan should include directions on how to manage the circumstance.



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:

Property Management Systems (PMS)
Property Management System (PMS) is software which makes the reservation process and administrative management for hotels more efficient. The most important responsibilities are managing the front desk, reservations, channels, cleaning, rates, and occupancy, and payment processing. The software has helped hotels to replace paper intensive and time consuming processes. Hoteliers can efficiently manage their businesses while providing the experience their customers demand with the use of hotel PMS systems (Leung, 2019). Hotel PMS provides many benefits for a hotelier business mainly in the front desk of a hotel. PMS makes it easy to check in and check out in hotels. To provide services whenever and wherever the guest needed it, hotels use a mobile enabled cloud based PMS. The software makes it possible for front desk staff to perform work online, they accept reservations, allot rooms, enable customer’s amenities and check out customers from any location with the help of internet connection (Wood, 2013). Hotels will spend less up front on hardware and software because of a cloud-based PMS. Hotels will reduce technological complexity and expenditures by spreading above their boundaries. Hotels can develop new sites more rapidly with a cloud-based PMS. More features are added with every new edition, enhancing the ability to provide excellent customer service, boost operational effectiveness, and boost worker output. However, the hotel PMS software is developed, and more integrations now provide services that go much further than the front desk (Buhalis, O’Connor and Leung, 2023). In order to provide hotels with a smooth and seamless customer experience, the hotel PMS has become a crucial strategic system. The hotel PMS now combines with various on-site services that affect the overall experience of the visitor, including easy navigation, mobility, sales and event management, point of sales for food and beverage and many more.  
Hotel reputation
Hotel reputation management is the process of influencing and monitoring how the hotel is perceived on the internet (Reyes-Menendez et al., 2019). The management of hotel reputation involves keeping records of review sites, optimising hotel sites for search, engaging and posing on social media and many more. The success of a hotel’s internet presence is crucial to its whole business and maintaining it may have a big impact on how well it competes with its rivals (Tesone, 2015). Developing connections and communicating with event planners and guests may be done through social media. Building brand loyalty may assist in attracting repeat visitors and reservations by promoting genuine engagement as well as communication. The front desk of hotels plays an important role in guest satisfaction which helps to build the reputation of a hotel. The team of the front office has the most communication and interaction with the guest and customers in the process of the guest life cycle in the hotel. Guests contact the front desk if they have any inquiries while conducting their research. When they are prepared to make a reservation, they contact the front desk. Throughout these conversations, the front desk employees may showcase their effectiveness as well as friendliness, ensuring that guests feel happy with their choice to stay even before they arrive (Liu et al., 2021). When the operation of the front office staff of a hotel represents a positive and excellent impression, clients have a greater tendency to recommend the hotel and stay there again.
Communication
The hotel business depends significantly on communication. The hospitality sector depends significantly on communication. Good communication is crucial to the achievement of every hotel business, either it is communicating with customers to guarantee their contentment or working with staff to achieve first-rate service (Krizanova et al., 2019). The front desk is a key contributor to earning revenues because it is in charge of marketing hotel rooms. As a result, communication both inside and outside of the front desk staff must be lively and encouraging. Front desk staff are in charge of coordinating with all the other departments of the hotel as well in other sections of those departments to operate business successfully but share information in efficient ways. Communication between the front desk and other functional divisions helps to complete tasks properly (Fallon and Rutherford, 2010).  The front desk staff communicate with each other to provide the finest possible guest services like booking accommodation, managing guest accounts, registering guests, handling mails of guests and personalised services to customers. As the front desk staff is in charge of all aspects of guest accounts, staff members communicate regularly with their peers in back-office accounting on the settlement of payments or dues from guests and non-guests, price reductions, and coupon validation. Additionally, the front desk's data and information on the guests is very important to the sales and marketing unit of the hotel (Meira et al., 2019). The front desk has visitor history and information, and it is a great resource for segment customers, creating consumer packages including creating and implementing marketing initiatives.
Staffing 
The right staffing is essential to the smooth operation of a hotel. To provide a positive guest experience, skilled as well as experienced personnel must be employed in every job, starting at the front desk to housekeeping. Staffing in a hotel is the ongoing process of identifying, choosing, assessing, and establishing a working rapport with present or potential workers (Nikolskaya et al., 2022). The primary objective of staffing is really to find qualified applicants to fill the different roles within the hotel business. Choosing the right workforce required for carrying out the daily business activities of a hotel is a very significant task that staffing does. In order to provide great services to the guest, the hotel managers can ensure that the staff in front desk are operating effectively as well as there are sufficient staff available in the hotel (Li, 2020). The recruitment process of employees in hotels requires certain abilities which are very crucial in hotel business such as communication skills, interpersonal skills, problem spring skill, active listening skill, computer skills and many more. The staff of front office requires the abilities to communicate in different languages so that they can assist customers and guest in effective ways.
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