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Front desk workers must have a wide variety of talents and abilities to deliver great customer care and guarantee visitor pleasure. They are critical in giving guests a good first impression and providing them with necessary services. The key skills necessary for success in this position will be discussed in this essay.
Excellent Communication Skills: An essential quality for front desk employees is communication. They must be able to communicate clearly with clients, co-workers, and other hotel divisions. For welcoming visitors, responding to enquiries, explaining hotel amenities, and addressing any difficulties that may occur, it is crucial to have strong verbal and writing communication skills. A friendly and professional atmosphere is facilitated through brief and clear communication (Guzmán, and et.al 2020).
· Customer Service Orientation: Exceptional customer service is the cornerstone of the front desk position in a hotel. Staff at the front desk must really want to help customers and make sure they are happy. When handling diverse visitor requests, complaints, or issues, they should be approachable, courteous, and patient. An emphasis on the needs of the customer improves interactions with customers, their experiences, and their loyalty.
Ability to multitask: Front desk work may be fast-paced and demanding, necessitating frequently handling numerous things at once. Employees at the front desk need to be adept at multitasking and able to set priorities well. They could have to deal with check-ins, check-outs, phone calls, emails, processing reservations, and guest queries simultaneously. Effective time management and organisation are essential for success in this position (Johari, and Jha,2021).
Problem-Solving Skills: Hotels regularly run into a variety of difficulties and unforeseen circumstances. For rapid resolution of visitor complaints, front desk employees must have great problem-solving abilities. The capacity to reason critically and come up with original ideas is crucial when handling complaints, special requests, and billing disputes, among other things. Maintaining a pleasant visitor experience involves approaching problem-solving in a calm and collected manner (Singh, and Jaykumar, 2019) 

· Computer literacy: As technology develops, hotels are relying more and more on computer systems to manage reservations, handle payments, and keep track of its guests. Reservation systems, hotel management software, and other computer programmes must be used proficiently by front desk workers. They ought to have no trouble navigating various software user interfaces, properly entering visitor data, and producing reports as required.
· Attention to Detail: For the hotel business to create a smooth tourist experience, paying great attention to details is essential. When gathering and documenting visitor data, checking the correctness of reservation information, and relaying guest requests to other departments, front desk workers must be diligent. They must also pay close attention to detail when performing financial transactions, maintaining inventories, and attending to the demands of visitors. All these facets of the profession need an attention to detail (Carpenter, and Moser, 2020) 
· Resolution of Conflict: Employees at the front desk could encounter difficult circumstances and conflicts. They should handle conflicts with restraint, courtesy, and composure. They should be able to diffuse difficult situations and identify solutions that are acceptable to all parties. This ability is helpful for handling customer complaints, resolving disputes, or managing challenging relationships.
· Cultural sensitivity: The hospitality industry welcomes guests from many ethnic and cultural backgrounds. To effectively interact with and meet the requirements of visitors from other nations and cultures, front desk workers should be culturally competent and sensitive. Understanding other cultures, languages, and customs may help in offering inclusive and personalized visitor experiences.
· Upselling and Sales Skills: Front desk staff frequently play a vital role in promoting and selling extra services or facilities to visitors. Upselling and sales skills. To effectively market these services and convince customers to make further purchases, they need have good upselling and sales abilities. A mix of convincing communication, product expertise, and the capacity to recognize guests' requirements and preferences are necessary for this.
· Collaboration and teamwork: Hotels are collaborative settings where several departments come together to deliver outstanding guest experiences. The front desk employees should be cooperative and able to work well with coworkers from many departments, including housekeeping, maintenance, and food and beverage. Strong teamwork abilities support a harmonious workplace and facilitate effective problem-solving and customer service (Goodman, 2019).
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Component Two:
Assessment of Practical Tasks
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.

	Action Plan
	How it Ensures Hotel Representation
	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?


	Familiarize with Hotel Policies and Procedures
	By understanding hotel policies and procedures, I can provide accurate and consistent information to guests, ensuring a positive impression of the hotel (Oey, and Lim, 2021) 
.
	Smooth operations are ensured as I can efficiently handle guest inquiries, check-ins, and check-outs.
	This plan is effective because it allows me to provide excellent customer service and maintain consistency in hotel operations.
	Create a comprehensive manual documenting hotel policies and procedures, which can be used as a reference for future front desk associates. Conduct regular training sessions to familiarize new employees with the manual.

	Maintain a Professional Appearance
	By presenting myself in a well-groomed and professional manner, I convey a positive image of the hotel to guests.
	Smooth operations are ensured as guests perceive professionalism and competence, leading to increased satisfaction (van der Vleuten, van den Eertwegh, and Giroldi, 2019).
	This plan is effective because it creates a positive first impression and instils confidence in guests.
	Establish a dress code policy and provide guidelines for grooming standards. Conduct periodic audits to ensure adherence to the policy. Provide training on personal grooming and professional etiquette (Haber, 2019).

	Excellent Communication Skills
	Effective communication with guests and colleagues helps create a welcoming atmosphere and resolve issues promptly.
	Smooth operations are ensured as guests' needs and concerns are addressed efficiently, preventing dissatisfaction and complaints.
	This plan is effective because clear communication fosters positive relationships and enhances the guest experience (Vinyals, Oand et.al 2019).
	Implement regular communication training programs for front desk associates, focusing on active listening, empathy, and problem-solving. Encourage open and transparent communication channels within the hotel staff.

	Implement Guest Feedback System
	Actively seeking and addressing guest feedback demonstrates the hotel's commitment to improving guest experiences.
	Smooth operations are ensured as feedback allows identifying areas of improvement and taking necessary actions. It also helps resolve any dissatisfaction before it escalates.
	This plan is effective because it shows the hotel's responsiveness to guest needs and promotes continuous improvement (Feng, and et.al 2019).
	Establish a guest feedback system that includes online surveys, suggestion boxes, and regular follow-ups. Designate a staff member responsible for reviewing feedback and implementing necessary changes. Conduct regular meetings to discuss feedback and share best practices among the staff.



Component Three:
Portfolio – 4 elements
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)


	
The management of many parts of the property is centralised by property management systems (PMS), which are crucial components of hotel operations. Following are the essential factors to consider while using PMS in hotel operations:

Booking and Reservation Management: A PMS should have strong capabilities for managing bookings and reservations. This covers functions including online booking, monitoring room availability, rate control, and channel integration. The booking process is streamlined, and precise room distribution is ensured through effective reservation management (Jilte, Afzal, and Panchal, 2021).

· Front Desk Operations: A PMS should include check-in and check-out functionality, guest profile management, and room assignment options to enable front desk operations. Key card issuance, smooth visitor registration, and skillfully managing guest requests and preferences should all be made possible by the system. This guarantees a simple check-in and check-out process for the guests.

Maintenance and Housekeeping: A good PMS should provide tools for controlling maintenance and housekeeping tasks. This include monitoring the state of the rooms, setting up cleaning schedules, handling maintenance requests, and creating work orders. Real-time updates made possible by mobile device integration provide prompt room cleaning and maintenance tasks (Li, and et.al 2019).

· Reporting and Analytics: To track and examine key performance indicators (KPIs), PMS should have full reporting and analytics capabilities. This comprises measures measuring guest satisfaction, average daily rate, revenue, and occupancy rates. Hotel management is enabled to make educated decisions and pinpoint areas for improvement by having access to accurate and current data.



	
Element 2 – Hotel reputation


	
A hotel's reputation is a crucial factor that has a big influence on its performance and profitability. The following important components are crucial:

Service Quality: Establishing a good hotel reputation requires offering great service. This entails providing guests with individualised service, timely problem solving, and going above and beyond their expectations. High-quality service consistently provided encourages excellent word-of-mouth, patron loyalty, and positive evaluations (Kalashnikov and Sakrutina, 2019) 

· Customer Satisfaction: Keeping up a positive hotel reputation requires ensuring customer satisfaction. The ability to rectify issues, better service delivery, and improve overall visitor experience is made possible by hotels' monitoring of guest input through questionnaires, online reviews, and social media platforms. Quick and proactive responses to customer comments show a dedication to their pleasure.

· Cleanliness and Maintenance: The hotel's reputation is greatly influenced by how well-maintained and clean its amenities are. Hotels are required to keep their facilities, common areas, and guest rooms immaculate. To ensure that visitors have a comfortable and happy stay, regular maintenance and prompt repairs are necessary.

· Online presence and reviews: In the digital era, managing a hotel's reputation online requires a strong online presence. Positive online testimonials and rankings on sites like TripAdvisor, Google, and social networking websites help create a favorable impression of the hotel. Building a positive reputation involves actively connecting with visitors on social media, providing helpful customer service, and producing interesting content (Wang, and et.al 2020) 
· Effective branding and marketing techniques aid in influencing how the market perceives the hotel. The hotel stands out from rivals because to a distinct brand identity that includes a clear goal, vision, and distinctive selling characteristics. Consolidating the hotel's reputation and fostering trust requires consistent messaging across all marketing platforms.




	
Element 3 - Communication 


	
An essential component of a hotel's successful functioning is effective communication. Information must be shared between staff members, visitors, and other stakeholders in a clear and effective manner. The following crucial components are significant when thinking about communication in a hotel setting:

· Internal Communication: Strong internal communication makes sure that every employee is informed, on the same page, and striving to achieve the same objectives. Effective internal communication is facilitated by regular employee meetings, transparent lines of communication, and digital platforms for disseminating updates and announcements. This fosters cooperation, encourages teamwork, and raises overall operational effectiveness (Mohammad Shafiee, and Tabaeeian, 2022) 

· Communication with the consumer: Providing outstanding customer service requires excellent communication with the client. This contains details that are precise and understandable regarding hotel features, services, and nearby attractions. When responding to questions, requests, and complaints from guests, front desk employees should be informed, friendly, and proactive. A pleasant visitor experience is produced through prompt and personalized communication over the phone, email, or messaging systems.

· Multilingual Communication: Multilingual communication is crucial in today's multicultural and globally connected society to accommodate visitors with various language origins. Language obstacles can be overcome, and visitor satisfaction increased by hiring staff members who speak different languages or by using translation services.

· Crisis Communication: Effective crisis communication is essential in times of emergency or unexpected occurrences. The wellbeing of everyone involved is ensured through prompt and clear communication of safety measures, evacuation plans, and any required updates to visitors and workers.




	
Element 4 - Staffing 


	
The level of service offered to visitors is directly impacted by the performance and skills of the personnel, making staffing a crucial component of hotel operations. The following crucial factors should be considered when thinking about hotel staffing:

· Recruitment and Selection: A well-defined recruiting and selection procedure is the first step towards effective staffing. This entails finding competent individuals, conducting in-depth interviews with them, and figuring out whether they would fit in with the hotel's culture. It is possible to build a solid basis for providing top-notch service by hiring the appropriate people (González-Rodríguez, and et.al., 2021) 
· Training and Development: It's critical to offer thorough training programmes to staff workers to improve their professionalism, expertise, and abilities. Customer service, technological proficiency, hotel rules and procedures, as well as possibilities for continued professional growth, should all be included in training. Staff employees who have received proper training are better able to respond to customer demands and help the hotel succeed.

· Staffing Levels: Maintaining the right employee numbers is crucial for ensuring efficient operations and excellent customer service. An adequate number of personnel prevents overwork, lowers stress levels, and leaves enough time to cater to the demands of visitors. The ideal staffing ratio for various departments may be determined with regular study of occupancy rates and workload (Perez-Aranda, Vallespín, and Molinillo, 2019).

· Performance Management: Implementing a performance management system makes it easier to track and assess employees' performance. Employees may develop their talents and help the hotel succeed with the help of regular performance evaluations, goal-setting, and helpful criticism. The enthusiasm and morale of the workforce are also increased by praising and recognizing exemplary achievement (Schiller2019).
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