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Front desk employees need to have adequate interpersonal skills in order to provide high-quality customer service and make sure that satisfaction should be achieved. As the front desk employee, the primary responsibility is dealing with the guests; in order to perform the duties efficiently, one of the fundamental skills required is strong communication skills. It is necessary that the front desk should possess effective written and oral communication skills as it will be helpful in making sure that related information should be conveyed clearly, which shall be helpful in providing the proper response. As it is most likely that the front desk employee sometimes has to promote additional services to the guests, therefore with effective and persuasive communication, they would have the opportunity of highlighting the benefits and making sure that the guests should opt for it, which will eventually lead to increasing the revenue stream for the company. Personally, I believe that having adequate communication skills should be focused on as this is one of the primary reasons I chose specific hotels where the front desk has the competency to address my issues effectively. In addition to this, Shin, Perdue and Kang (2019) cited that one of the other important skills which are essential for providing adequate services to guests includes multitasking. In my opinion, front desk employees should have the ability to manage multiple tasks at one time, as it would be helpful in ensuring a smooth flow of operations. This I learned during my stay at Ritz Carlton; I was staying at the hotel during peak vacation season, which is the time when the workload is quite high. The front desk employee had to handle phone calls, manage check-ins and check-outs, and address inquiries and issues. I have identified that the people operating at the front desk relatively prompt and were dealing with all the work effectively hence indicating strong multitasking skills. In addition to this, it also signifies the importance of effective organization and time management skills. The front desk employee had the responsibility of cording with the staff and making sure that desks should be staffed adequately, especially in the busy season. At the same time also emphasizes administrating other tasks such as report generation and inventory. 


Furthermore, Bartels and Jackson (2021) cited that another important skill required while working at the front desk is computer skills, as the person needs to have adequate knowledge related to different hotel management software alongside other systems and applications. Therefore, it is essential that front desk employees should have the ability alongside should also be confident while navigating the different programs efficiently.in addition to this, to ensure that employees should have adequate skills, brands within the hospitality industry emphasise providing effective training and development activities. One of the primary examples is Marriot, Hotel, the focuses on providing training and development for the workforce. In order to do it, Marriott University has developed that offers a diversified range of courses with the objective of enhancing employees' knowledge and different skills. In my opinion, having language skills which means knowledge of multiple languages, is also considered important, but at the same time, it is not mandatory and hence is considered an extra skill which is helpful in providing high-quality services to the guests. Related to this, Kikon and Karlsson (2020) mentioned that the front desk employee, especially at an international hotel chain, have to deal with people from different backgrounds therefore, might have difficulty communicating in the English language, in such situation the employee having knowledge of conversing multiple languages will be helpful in providing effective services alongside also providing a welcoming feeling to the guests. Furthermore, possessing fluency in multiple languages will provide various benefits as it shall be helpful in creating a more comfortable and personalised experience. In addition to this, one of the other invaluable skills for the front desk employee is possessing effective conflict management skills. I believe that the front desk employee is the face of the brand and thus had to deal with different situations, including conflicts and complaints as well. Therefore, effective conflict management skill is important for front desk employees as with this, they can have the competency of listening actively to complaints of the guests. This would be helpful in identifying the right solutions and thus can be able to create an environment where guests feel valuable.  
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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?


	Gather information related to the standard procedures of the hotel and get familiarised with it. 


	I will make sure that all the work should be done as per listed in the operating manual. 
	It is ensured that no abrupt changes should be made and with that making sure that all the work should be done as per the list. With that, it would be effective because the core emphasis will be on providing high-quality customer services. 
	As a contingency plan, the focus shall be given to ensuring effective communication. In addition to this, adequate training should be provided to the staff in order to ensure that they have proper knowledge of dealing with such situations in the future. 

	As a front desk employee, the fundamental responsibility is to make sure that excellent customer service should be provided. Therefore, my core focus will be on prioritising that exceptional customer services should be provided to all the guests.

	In order to do so, I will focus on actively listening to all the needs and issues of the customers and, with that, ensure that prompt solutions should be taken. In addition to this, I will also make sure that guests should be given easy access to the staff member any time they want. 
	The plan would be effective as the primary focus is on ensuring customer should be satisfied with the services, which is the primary goal for every brand within the hospitality industry. 
	In order to do so, the primary focus will be on making sure that adequate resources should be present alongside ensuring effective tools should be used. 

	It is most likely that guests might have complaints related to the services provided to them; as a front desk employee, I need to make sure that such complaints and issues should be resolved.  

	In order to avoid this, I will ensure that I should get quick feedback from the guests as soon as they check in, and in case they have issues related to the room or cleanliness or other aspects, they will be taken care of promptly. 
	This would be effective as it demonstrates that the hotel values its customers and, with that, also focuses on providing a comforting environment. 
	This will be done by making sure that all the rooms and other areas should be properly cleaned alongside would also make sure that each employee should be properly trained in not only related to the services but at the same time related to small details such as how to treat the customers. 

	One other aspect that I will work on is making sure that clear communication and collaboration should be done with the other members. 
	This will be done by making sure that different communication channels should be used. 
	This will be helpful in making sure that employees' concerns should be addressed, which will lead to ensuring that they should be motivated to provide high-quality services. 
	Regular meetings will be held in other to discuss the issues faced by the employees. 

	
Proper documentation should be maintained. 
	This will be done by making sure that adequate tools and resources should be used 
	This will lead to making sure that all the information should have complied properly. 
	The focus will be given to using effective tools and technologies. 



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)


	According to Abukhalifeh and Pratt (2022), the property management system within the hotel industry manages all the factors related to the business operations that, includes making sure that exceptional customer service should be provided. It is necessary that the right hotel property management system should be adopted as it is considered critical for the success and smooth running of the entire operations. In terms of the essential elements, the core emphasis needs to be given to the functionality and, with that, should also make sure that different features should be present. In addition to this, it is also essential that these systems should be user-friendly and, with that, should be effective in streamlining complex operations. With that, it is also necessary that the adopted system should have the capability of managing the core needs of the hotel brand that should be flexible enough to adapt to the changes incorporated over the years, such as the expansion of the property. In addition to this, customer data plays a significant role in developing effective strategies and decision-making; therefore, it is necessary that the management system should have the feature of incorporating the wide customer data. With that, it is also essential that it would help in extracting the required information, which shall be helpful in providing customised services to the guests. 


	
Element 2 – Hotel Reputation


	Maintaining a strong and positive reputation is considered essential for every business and organisation in order to foster growth and success. Similarly, in the case of the hotel industry as brands need to ensure that they have a positive reputation, which will be helpful in retaining existing customers alongside would also help in attracting the potential customer base. One of the factors that play a vital role in building the hotel's reputation is exceptional guest service. This can be done by providing personalised services, making prompt decisions and focusing on exceeding guest expectations (Lai 2019). In addition to this, Anagnostopoulou et al. (2019) mentioned that online platforms are considered effective tools for creating awareness alongside building brand image. In the case of the hotel industry, online reputation can be managed through customer reviews on different websites such as Google Reviews and TripAdvisor. Referring to this, responding to and evaluating the guest's reviews can be helpful for the brand in providing expectational guest services; along with this, the feedback provided by the guests can be helpful in enhancing the guest's satisfaction. In addition to this, it is essential that the brand should focus on increasing customer engagement. This can be done by providing promotional discounts. With that, it is also essential that focus needs to be given to maintaining consistency in services and amenities. Maintaining the services would lead to an increase in repeat customers and would eventually lead to building a positive reputation within the competitive environment. 


	
Element 3 - Communication


	
In the view of Krizanova et al. (2019), effective communication skill is considered essential within the hospitality industry because it is helpful in developing rapport with the guests, enhancing conflict management, and overall creating a positive experience for the guests. With that, it has been identified that effective communication is helpful for better team collaboration and cooperation, which eventually leads to enhancing overall performance and productivity. Therefore, it is necessary that the primary focus needs to be given to enhancing internal communication. In addition to this, effective communication across the workforce and different departments shall be helpful in ensuring a smooth flow of information, which will have a positive impact on the quality of services provided. In order to do so, the focus needs to be given to conducting regular meetings, use of effective and advanced tools with that different communication channels should be adopted. This will be helpful in making sure that efficient operations should be focused on. In addition to this, maintaining effective communication with the guests is also important, especially in the hospitality industry. It is necessary that the guests should be openly communicated related to the services alongside the different offers that can avail. With that, it is also essential that prompt responses related to the issues or needs of the guests should be core focused on. This would be possible through effective communication. From a wider perspective, in order to communicate with existing or potential customers related to the services or promotional offers, it is required that effective tools and channels should be used. 



	
Element 4 - Staffing 


	
In the hotel industry, staffing refers to the process of organising and managing the employees required to ensure smooth operations and functions within the organisation. Some of the factors that need to be focused on include recruiting, hiring, supervising and training which is effective in making sure that exceptional customer services should be provided. With that, in terms of staffing, one of the primary elements that need to focus on is ensuring adequate staff levels, especially in peak season. This would be helpful in ensuring that the hotel should not be a shortage of staff and services should not be compromised. Furthermore, in terms of staffing and making sure that effective services should be provided, the management of the hotel needs to make sure that adequate training should be provided at all levels (Betts 2020). Related to this, Olimovich, Temirkulovich and Bakhodirovna (2020) mentioned that focusing on creating comprehensive training programs will ensure that the workforce should be required skills and knowledge which is essential for performing their respective roles efficiently. With that, the focus should be given to creating a supportive and positive working environment for the employees. This can be done by implementing performance management systems which shall lead to rewarding the employees per their performance and motivating them to work efficiently.   Furthermore, ensuring that effective communication and collaboration should be fostered within the working environment will lead to increased employee morale and will have a positive impact on overall performance. 
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