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The term "front desk skills" refers to a collection of abilities useful in a business or customer service environment. Hard and soft abilities in communication, technology, and time management are implied. Professions that require front desk abilities include receptionists, office assistants, hotel desk assistants, and customer service representatives.  Skills at the front desk might range from technical to interpersonal. A day in the life of a front desk clerk involves talking to a wide range of people, from high management to employees to customers and clients. Due to the significance of this factor, it may be necessary to modify how you interact with them in the workplace. Front desk hiring managers place a premium on interpersonal communication skills since they indicate an applicant's ability to relate to customers from different walks of life and effectively represent the firm in question. The front desk can feel like an isolated location at times. One of the most important qualities in a receptionist is the ability to operate independently, as they won't have any nearby co-workers to ask for help. This requires quick thinking and the capacity to devise novel approaches to problems, all the while inspiring confidence in one's clients, customers, and co-workers that they are in capable hands. Receptionists in today's tech-heavy offices need to be able to manage not only software but also hardware, such as phones, printers, and photocopiers. Receptionists must be proficient in word processing, but they may also be requested to use other software, such as Excel, desktop publishing, or even more specialised applications, in the course of their employment. Because of the pressure to accomplish more with less, receptionists frequently discover that their responsibilities have grown much beyond those originally expected of them. This may necessitate training in areas such as social media management or event organising. Professional receptionists understand that effective communication is crucial to their success. Receptionists need to be able to handle complex phone conversations, deal with irate clients or impatient colleagues, and provide clear, concise messages to the right people, whether verbally, by email, or via short message service (SMS) (Koo et al., 2021).
When someone is actively listening, they are showing the speaker that they are paying attention by making open gestures like nodding, smiling, and making eye contact. Customer service and clear instructions on how to do one's work both rely heavily on front desk employees' ability to actively listen to the many people they interact with every day. Because of their ability to listen attentively, the person speaking always feels valued and respected. If a hotel visitor complains, the front desk agent can make them feel valued by using active listening to find a solution.
Workers in the hospitality industry or for a multinational organization may interact with customers who speak languages other than their own at the front desk. Therefore, candidates who are fluent in more than one language are more attractive to potential employers (Djajasing et al., 2021). Someone working as a receptionist in a law firm, for instance, would benefit greatly from being able to engage with clients in more than one language, both over the phone and in person. The ability to pay close attention to detail is a crucial soft skill for front desk personnel to have, as they are responsible for a wide range of tasks that require accuracy. Front-desk staff, for instance, may be tasked with relaying messages from calling consumers to higher-ups or other members of the organization. In order for the recipient to get in touch with them again, they must provide accurate contact information. When adding and verifying digital schedules, front desk personnel must pay close attention to detail to ensure that times and dates are listed accurately. Front desk personnel have the specialized technical understanding of scheduling required to create, update, and administer digital planners or plans for company operations. They work closely with the office manager to set schedules and dates for activities including meetings, business trips, inventory deliveries, interviews, and evaluations. Employers may assume that you have the organizational skills necessary to meet critical deadlines and stay on top of multiple projects if you mention "scheduling" as a skill on your resume.
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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?


	
Providing a pleasant experience for guests is my top priority (Andrad et al., 2021). Front-desk executives like myself are expected to greet guests warmly and provide them with assistance as soon as possible. It’s important to dress impeccably and communicate confidently while meeting new people.

	The motel is frequently visited by guests late at night. Because of this, it is crucial that I, as a member of the front desk staff, keep eye contact with guests at all times. The front desk has to be more efficient at meeting visitors' requests for extra bedding, bath towels, etc. González and Garca (2021) state that front desk employees should keep a positive attitude and engage in light conversation with guests even though they are in a rush to leave the hotel.
	As a front desk manager in the hospitality sector, there are a few unconventional ways that I often employ. Working with a schedule like this makes it much easier for me to get everything done that has to be done at work. Moreover, I believe investments in AI could aid the company’s expansion in a more efficient manner. Finally, I value my great communication abilities and work hard to put them to use in a variety of corporate settings. This has helped me move closer to my ultimate goal of increasing the company’s stable customer base and enhancing its reputation.
	Guests are easier to welcome when front desk personnel are prepared to address their questions. Introduce yourself and use people’s names. In order to deliver above and beyond, the team requires simple access to as much visitor data as is practically possible, such as: Guest preferences and dietary restrictions (vegan, kosher, etc.) reason for trip (business, pleasure, or celebration). Preserve 
Logic 
Using information from the Property Management System, hosts may better accommodate their guests.

	The hotel clerk is responsible for managing the arrival and departure of all guests. Guests may go through a number of procedures, such as verifying personal information, receiving room keys, and receiving a rundown of the hotel’s facilities, when they check in (Djajasinga et al., 2021). I am responsible for making sure that the check-in process for guests runs smoothly. When checking out of a hotel, I may be required to pay any outstanding debts and return the room key.


	Typically, I make a list of things to do, prioritise them, and then do them in the order listed. To put it simply, it aided my memory. For instance: Monitoring flights and coordinating pick-ups and drops-offs (if necessary) Guests’ invoices are compared against their folios, and feedback is forwarded to the appropriate departments. Checking out at the reception desk Questions from visitors and subsequent contact are currently my primary priority (Goh and Baum, 2021). Because problems that go unsolved might bring unhappiness. I was able to devote more time to my studies after finishing my previous commitments. This procedure should be followed by all front-desk personnel.
	
	There should be an emergency communication plan in place between the head of security, the front desk manager, and the relevant local authorities in the event of any kind of threat. Staff and worker readiness is a top priority, thus it is their responsibility to develop a plan that can be implemented in the event of a catastrophic incident.

	
As a member of the front desk team, it is my responsibility to answer any questions or resolve any issues that visitors may have with the hotel’s services, pricing, or amenities. It is important that I am accessible to guests so that I can respond to their inquiries and concerns (Djajasing et al., 2021). In addition, I am responsible for answering the phone and directing callers to the correct departments.

	In spite of the developments in technology, I want to concentrate on AI. The use of chatbots is notable. Online or in-room, chatbots can enhance guest service at hotels. Users’ emotions and actions can be gauged with the use of machine learning. It’s also useful for them during their stay on your home.  Rose, an advanced chatbot used by hotels, increases earnings by upselling to guests and getting them to spend more. Front-desk administrative assistance is crucial.
	
	The guest being held responsible for damages should not question the cashier’s estimate of such costs (Koo et al., 2021). However, if an issue does develop, the subject should be brought to the attention of the hotel’s general manager.

	
The demand for information about local landmarks and attractions is universal among tourists. Employees at the front desk of a hotel should be well-versed with the sights and happenings in town. Some of the supplementary services that front desk employees can offer guests include information on local transport options, weather forecasts, and tourism attractions (González-González and García-Almeida, 2021).

	
	
	The hotel business has a word for anything a guest may have lost during their stay but the hotel was able to locate (Andrade et al., 2021). Cleaning staff kept them in a special closet (Koo et al., 2021). If the guest has already left, a letter should be sent to the address listed either on the registration card or the guest’s receipt. Without a response from you within that time window, the hotel may conduct an internal sale or take other action (Koo et al., 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)


	
Property management systems (PMS) are software that streamline and expedite tasks including bookings, reservations, check-ins, check-outs, checking availability, seeing facilities, viewing images, paying fees and taxes, and reading policies.
Using property management software designed for the hotel sector is a great approach to efficiently handle the aforementioned responsibilities. Such a technological capability allows for full integration of elements with:

· booking mechanisms;
· channel managers;
· revenue management systems.

In addition to streamlining internal operations, a property management system (PMS) can be used to enhance guest services and increase attendance.






	
Element 2 – Hotel reputation


	

For businesses that rely heavily on intangible assets like creativity, innovation, intellectual capital, and exceptional service levels to differentiate themselves in the market, reputation management is a critical strategic challenge. The following are the four elements of effective online reputation management: 

· Creating unique content about the property, 

· Personalization, 

· Emphasizing property values 

· And dealing with negative comments  





	
Element 3 - Communication 


	

Communication can be thought of as the process through which people in different roles within an organisation share information and ideas in order to work together more effectively. Communication is not a static process but rather an ongoing one.
These seven elements—the "sender," "ideas," "encoding," "communication channel," "receiver," "decoder," and "feedback"—make up the core of any successful communication process.





	
Element 4 - Staffing 


	
1. Recruitment – 

Recruitment is an optimistic procedure that seeks to increase the quantity of qualified applicants for open positions. There are better odds of discovering a qualified candidate among more candidates.

2. Selection –

 The process of selecting the most qualified candidates from the pool of applicants is called “selection,” and it is a “negative” process. To apply, one must be recruited, but to be selected, one must be rejected.

3. Training – 

Employees’ knowledge and abilities might benefit greatly via training, which is another positive activity.
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