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Excellent customer service: This is one of the most important skills required to work at a hotel front desk. This includes the ability to effectively communicate with guests, address any concerns they may have, and provide information about the hotel and its amenities (Cheng, 2021). It also includes the ability to handle difficult situations, such as complaints or refund requests, calmly and professionally. Front desk associates must have strong customer service skills because they are frequently the first point of contact for guests. Front desk associates must be able to communicate effectively with guests as well as handle difficult or unhappy guests with tact and diplomacy. Front Desk Associates should also be able to identify and anticipate guest needs, as well as offer solutions or assistance in a proactive manner (Olimovich et al., 2020). They should have a strong sense of empathy and be able to recognise and address the unique needs and concerns of various types of guests, such as business travellers, families, and people with disabilities.
Strong communication skills: These skills are another essential skill for working at a hotel front desk. This includes speaking clearly and concisely, as well as understanding and responding to guests in a timely and efficient manner. Front desk staff must be able to communicate with other hotel staff members, such as housekeeping and maintenance, in order to ensure that guest requests are handled promptly and efficiently. Front desk associates must have strong communication skills because they are frequently responsible for communicating with guests, other hotel staff and external workers (Kijpoonphol and Linh, 2021). They should be able to communicate effectively in a variety of settings, including phone and email. Front Desk Associates must also be able to communicate effectively in a team setting and collaborate effectively with other hotel personnel to ensure that hotel operations run smoothly.
Effective time management skills: These skills are required for working at a hotel front desk. Front-of-house employees must be able to multitask and prioritise their responsibilities, which include check-in and checkout processes, handling guest requests, and answering phone calls. They must also be able to work efficiently during peak periods, such as check-in and checkout times, in order to keep guests waiting as little as possible (Guntoro, 2021). Front Desk Associates are frequently in charge of managing multiple tasks and responsibilities at the same time, and they must be able to prioritise and manage their time effectively. They should be able to handle high-pressure situations with efficiency and professionalism, such as busy check-in or checkout times. They should also be able to anticipate and plan for potential issues or problems that may arise during their shift, and have a plan in place for addressing them.
Technical Skills: In today's world, hotel front-desk employees must be computer and technically literate. This includes using reservation systems and navigating various software programmes, such as those used for guest check-in and checkout. Front desk employees must also be able to use credit card machines and other point-of-sale equipment, as well as troubleshoot basic technical issues such as a printer or computer malfunction (Jeangjai and Pathanasin, 2020). Front Desk Associates should be familiar with computer systems that are commonly found in hotels such as CRM (Customer Relation Management) and PMS (Property Management System). They should be able to navigate various systems and software to process guest check-ins, checkouts and reservations as well as handle billing and payments for guests.
Sales capabilities: Front desk personnel should possess strong sales abilities. This includes informing guests about hotel amenities such as room upgrades and packages, as well as recommending local attractions and restaurants. In order to maximise revenue for the hotel, front desk staff should be able to identify opportunities to sell services such as extended stays or additional nights. Front Desk Associates must be sales oriented, as that would allow them to treat people correctly in the business context, which is essential for the growth of the business (Zebulom Abule and Ile, 2022). Front Desk Associates are frequently in charge of promoting the hotel's services and amenities to guests, and they should be strong salespeople. They should be able to identify and anticipate guest needs and offer solutions or assistance proactively. They should also be able to communicate the hotel's services and amenities, as well as up sell or cross-sell these services as needed.
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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?


	Greet guests professionally and provide them with information about the hotel and its amenities, which will help everyone.


	Prioritising tasks and multitasking effectively to ensure that check in and checkout processes are handled efficiently is essential. This also means that the guest requests should be addressed promptly and phone calls should be answered in a timely manner.

	By providing guests with excellent customer service and addressing any concerns or complaints promptly, the hotel will be represented well to guests and they will be happy. This is crucial for the business of the hotel, as it is directly related with the quality of guest service that is provided at stay. 

	Develop a list of contact information for all relevant staff members. This includes important people such as managers, supervisors and other key stakeholders to ensure that they can be reached in the event of an emergency. This is a key part in the development of a strategy that allows for the fast-paced customer attention at the fingertips of the management.

	Address any concerns or complaints that guests may have in a timely and efficient manner so that the team can start working to resolve any issues as quickly as possible (Hao et al., 2022).
	Continuous communication with other members of the hotel staff such as housekeeping and maintenance is needed. This is to ensure that guest requests are handled efficiently and no time is wasted for the hotel, which can result in failure of business or loss of customers (Somlai, 2019).
	By multitasking effectively and prioritising tasks, operations will run smoothly throughout the shift. This will minimise wait times for guests and ensuring that their requests are handled in a timely manner (Sun et al., 2022). This is an important part, as guests want timely treatment and often prefer hotels that have those.
	Develop a clear and detailed operating workflow for handling the front desk in the absence of the managers or supervisors. This includes instructions for handling check-in, checkout, guest requests and other common tasks. In the event of absence, this will be a crucial part, which will contribute to the next strategy (Edeh and Dialoke, 2020).

	Continuously monitor the lobby area to ensure that it is well maintained, clean and take necessary steps to address any issues that may arise due to crowdedness.


	Continuous monitoring the reservation system and ensuring that all reservations are properly recorded is essential, as this will save a lot of time when new people comes for getting reservation in the hotel.

	By continuously communicating with other members of the hotel staff, guest requests will be handled effectively. This is crucial, as the requests from the guests are a primary motivating factor that is associated with the hospitality sector.

	Regularly train front-desk staff about the standard systems of operations and procedures that are present in the hotel. It is to be noted that everyone should know how to handle the process in an efficient manner, which will help tremendously about developing key customers service strategy throughout the operations.

	Continuously strive to provide quality customer service in each and every department that the customer has to work with


	Continuously monitoring the front desk area and ensuring that all necessary supplies are available is essential. Supplies that are urgent or needed sooner than letter should be readily available for the customers, as this will ensure a smooth on boarding experience for the customer.
	By continuously monitoring the reservation system and front desk area, potential issues will be identified.

	Regularly check-in with the manager and other key staff members to ensure that everyone is aware of any potential issues. 


	Go beyond to ensure that guests have a satisfying experience during their stay, which will boost the business of the hotel via word-of-mouth marketing.

	Always being ready to provide necessary support for the customers that need any type of help is essential.
	Any issues should be addressed promptly, further ensuring smooth operation throughout the shift.
	Consultation should be available to address different issues proactively so that the management is safe from all sorts of problems that can arise.



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)


	
When considering the key elements of hotel operations, one of the most important is property management systems (PMS). A PMS is a software program that is used to manage and streamline various aspects of a hotel's operations, such as reservations, guest check-in and checkout, room assignments, and billing (Huang and Baker, 2021). One of the key elements of a PMS is its ability to integrate with other systems, such as point-of-sale systems, accounting software, and online booking platforms. This allows for seamless communication and data sharing between different systems, which can greatly improve efficiency and reduce the risk of errors. Another important element of a PMS is its ability to provide real-time data and reporting. This allows hotel managers too quickly and track important metrics, such as occupancy rates, revenue, and guest satisfaction. This data can then be used to make informed decisions about hotel operations. A PMS can also automate repetitive tasks like sending confirmation emails and generating invoices (Shabani and Munir, 2020). This not only saves time but also lowers the possibility of human error. A good project management system should also have a user-friendly interface that is simple to understand and navigate, which can help to reduce training time and increase productivity. A PMS with mobile capabilities, such as a mobile app for front desk staff, enables a more efficient check-in process and remote access to information for front desk staff. Staff can handle requests more quickly and efficiently, which can greatly improve the guest experience.


	
Element 2 – Hotel reputation


	
Another key element of hotel operations is the hotel's reputation. A hotel's reputation is the overall perception of the hotel in the minds of its customers, industry peers, and the public. It is built over time through the experiences and interactions of guests, employees, and other stakeholders. One of the key elements of maintaining a positive reputation is providing excellent customer service (Narayan et al., 2022). This includes ensuring that guests are greeted warmly and professionally, addressing any concerns or complaints in a timely and efficient manner, and going beyond to ensure that guests have a pleasant and satisfying experience during their stay. Another important element of maintaining a positive reputation is ensuring that the hotel is clean, well maintained, and up-to-date. This includes regularly inspecting guest rooms, common areas, and public spaces, and taking steps to address any issues that may arise (Koo et al., 2021). Additionally, it is important to invest in modern amenities and technology to keep the hotel competitive and attract guests. A hotel's reputation is also heavily influenced by online reviews and social media. This can help to build and maintain a positive reputation, and attract new guests to the hotel. It is also important to note that a hotel's reputation is not just about how the guests perceive the hotel but also how the hotel is perceived by the industry, media and public in general (Foris et al., 2020). Therefore, it is important to be involved in the community, and to maintain good relationships with industry peers and media outlets.


	
Element 3 - Communication 


	

Effective communication is essential in hotel operations. It entails the sharing of information, ideas, and messages among employees, visitors, and other stakeholders. A good communication system can help to ensure that hotel operations run smoothly and that guests have a pleasant and satisfying stay (Hu et al., 2021). Clear and timely communication between different departments and staff members is one of the most important aspects of effective communication in a hotel. This includes ensuring that all staff members understand their roles and can communicate effectively with one another. This can help to ensure that guest requests are handled quickly and efficiently, and that any issues that may arise are dealt with as soon as possible. Another crucial aspect of effective communication is the ability to communicate effectively with guests (Romanyuk and Gareev, 2019). This includes providing clear and accurate information about the hotel and its amenities, addressing any concerns or complaints, and ensuring that guests can effectively communicate their needs and preferences. Effective communication also includes the use of technology, such as an internal messaging system, to facilitate communication among staff members, such as software that allows front desk staff to communicate with the housekeeping and maintenance teams. This can aid in the timely and efficient handling of guest requests (Somlai, 2019). A clear and effective system for handling guest complaints and feedback is essential. This includes having a designated member of staff in charge of receiving feedback and quickly addressing them so that the customers are satisfied for the price they are paying to stay in those hotels.



	
Element 4 - Staffing 


	
Proper staffing is a crucial element of hotel operations. It involves having the right number of staff members with the right skills and qualifications in the right positions to ensure that the hotel runs smoothly and guests have a pleasant and satisfying experience (Zebulom Abule and Ile, 2022). One of the key elements of proper staffing is having a well-trained team. This includes providing staff members with the necessary training and resources to perform their duties effectively, and regularly updating their skills and knowledge to keep up with industry trends and changes. Another important element of proper staffing is ensuring that there is enough staff to handle the expected volume of guests (Guntoro, 2021). This includes having enough staff on hand during peak periods, such as check-in and checkout times, and having a system in place for addressing unexpected increases in guest volume. Proper staffing also involves having a balance of experienced and new staff members, experienced staff can help to maintain the standard and provide guidance to new staff. This can help to ensure that the hotel runs smoothly and that guests have a pleasant and satisfying experience (Cheng, 2021). It is also important to have a system for scheduling and managing staff, that can help to ensure that staff members are able to take breaks and have adequate rest, and that staff members are scheduled in a way that maximises efficiency and minimises disruptions to hotel operations.
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