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	There is a wide variety of technical and interpersonal abilities needed to succeed at a front desk position in a hotel. A front desk worker's duties include meeting and welcoming customers, taking their bookings, facilitating their check-in and check-out, and allocating their rooms. This is a list of some of the most important abilities.
· Communication Skills:
To successfully engage with visitors, coworkers, and bosses, front desk agents need strong communication skills. A front desk employee should be fluent in various languages, have strong verbal and written communication skills, be an attentive listener, and be able to interact with guests in a kind and professional manner (Ali, S. Mostafa Rasoolimanesh and Cihan Cobanoglu, 2018). Good customer service also requires an understanding and appreciation of the visitors' perspectives and requirements. Knowing the ideas and methods of communication allows you to better comprehend and interact with your visitors.
· Technical Skills:
Reservation systems, check-in/check-out systems, and financial systems are all part of the hotel administration software that front desk employees should be familiar with. Moreover, they must be able to process cash and credit card payments quickly and effectively. Understanding and using hotel management software requires a theoretical grounding in hospitality technology (Decision Sciences Institute. Annual Meeting, 2015).
· Problem-Solving Skills:
Those at the front desk need excellent problem-solving abilities to address client concerns, address problems, and meet guest requirements. They need to be able to think quickly on their feet and adapt to novel circumstances. Guests may be helped in practical ways by using what they've learned theoretically about methods, tactics, and tools for issue resolution.
· Effective Time Management Abilities:
Agents at the front desk need to be multitasking pros who are also good with their time. They need to be able to juggle several guest requests, phone calls, check-ins/check-outs, and administrative duties with ease. Knowing how to successfully manage time and prioritise work requires a theoretical understanding of time management approaches.
· Interpersonal and Team Skills:
Agents at the front desk need teamwork skills to properly assist and collaborate with other staff members to provide stellar service to guests (Dogan Gursoy, 2017). They should also be pleasant to work with, have a positive outlook, and be able to interact well with visitors. It is possible to put one's theoretical understanding of cooperation and interpersonal skills to use in practical situations, such as while working with coworkers or interacting with visitors.

Being a service sector, hotels in the hospitality business thrive when they give guests a memorable experience. Guest happiness relies heavily on the front desk staff's ability to provide this service, thus they must have the necessary expertise (Dogan Gursoy and Rahul P S Kaurav, 2022). When front desk employee has strong verbal and written communication skills, they are better able to connect with visitors, learn about their concerns, and help them find solutions. Using hotel management software, processing guest payments, and providing up-to-date information all need a certain level of technical proficiency. Guest service requires the ability to think critically and creatively to resolve issues and meet the expectations of dissatisfied customers. Being able to effectively manage one's time is crucial for front desk management and the smooth running of operations (Elshaer, 2019). A front desk agent's teamwork and interpersonal skills are crucial for providing outstanding service to customers.
Improvements in front-desk efficiency and the quality of service provided to guests may be attributed in part to the theoretical knowledge learned in hospitality programs and courses. A thorough understanding of the visitors' wants and requirements may be achieved via the use of various communication ideas and techniques. One may use their expertise in hospitality technology to run the hotel's management software and process transactions with ease and precision. To deal with visitor concerns and meet guest requirements, problem-solving methods might be put to use. Effective time management and work prioritisation may be achieved with the use of time management strategies. Working together productively with coworkers and hosting visitors successfully requires putting a theoretical understanding of cooperation and interpersonal skills into practice (Erdogan Koc, 2017).
Working at a hotel's front desk requires a wide range of talents, including the ability to communicate, provide excellent customer service, solve problems quickly and efficiently, manage time well, and use modern technology. These abilities are crucial for the hotel's seamless functioning and for providing superior service to visitors. Hotel workers need to maintain and improve their proficiency in these areas via regular practice.
The hotel sector is very competitive, therefore establishments need to excel in customer service or risk falling behind (Erdogan Koc, 2019). Thus, having competent front desk personnel is of paramount significance. Guests' positive experiences are crucial to the hotel's performance, therefore workers need to acquire the relevant knowledge and put it to use in a real-world scenario.
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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?


	When visitors arrive, I'll give them a kind welcome and show them how much they're loved. In a timely and kind manner, respond to their inquiries.
	Examine the schedule of shifts to make certain that all of the responsibilities are being met and that there are no voids in the provision of service.

	The strategy focuses on the important areas of guest happiness, operational efficiency, and staff communication, which are crucial for guaranteeing successful hotel operations.

	Have a thorough backup strategy in case of future staff absences or crises by creating a comprehensive contingency plan.


	Get an understanding of the hotel's amenities and guest services, as well as the surrounding area, so that I can advise visitors.

	To check visitors in and out promptly, I need to get familiar with the Property Management System (PMS).
	Delegating tasks to team members empowers people to make choices and own their positions, fostering responsibility and accountability.
	Train all team members in different aspects of hotel operations, including front desk, housekeeping, and maintenance, to ensure that everyone is equipped to handle any operational challenges that may arise.

	Get on top of problems or complaints as soon as possible. Be careful to express regret for any trouble caused and provide a workable solution.

	Make sure that all of the necessary reports and logs are updated regularly and include correct information.
	The strategy promotes team communication to ensure everyone knows their roles, responsibilities, and priorities during the shift.
	Maintain open lines of communication to keep the staff informed of any schedule shifts, shifts in responsibility, or changes in operating processes.

	To make a good impression on visitors, i need to make sure the lobby is spotless and well-organised.

	Make sure any alterations to the room or special requests made by visitors are communicated to the cleaning staff.
	The approach includes proactive methods to solve shift concerns, such as extending discounts to unsatisfied visitors or supporting struggling team members.
	Have a reserve of capable employees on hand who can step in at a moment's notice in the case of an emergency or vacation.

	Contact former visitors to find out how their stay was and make any necessary adjustments.

	To guarantee that the demands of the guests are addressed, it is important to maintain clear and efficient communication with other departments, such as maintenance and food & beverage.
	Proactive and adaptable team members can adjust to changing situations and maintain high visitor satisfaction and operational efficiency, according to the plan.
	Maintain an effective and up-to-date contingency plan by reviewing it regularly and adjusting it as needed based on input from team members and customers.



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)


	The Property Management System (PMS) is an integral part of the hospitality business since it coordinates several processes, including guest bookings, room allocations, check-in and check-out, payment, and cleaning (Esayas Degago, 2015). The automation, integration, scalability, and security of a hotel's PMS are essential to its successful operation.
Because of its ability to automate a variety of tasks and contribute to more effective guest management, a PMS is an invaluable asset to hotel management. A property management system (PMS) automates many of the tasks that hotels traditionally performed manually, such as responding to guest requests, keeping tabs on available rooms, and keeping tabs on income.
The efficiency of a PMS depends heavily on its ability to integrate with other systems. The many sections of a hotel may be easily coordinated with the help of an integrated property management system (Jooss, Burbach and Ruël, 2021). This facilitates communication between the front desk and cleaning, as well as between the restaurant and kitchen, allowing for more coordinated service for customers.
The capacity of a PMS to grow with the hotel's needs is also crucial. The PMS must be flexible enough to meet the industry's evolving demands as hotels expand and modernise. A PMS that can grow with the hotel in terms of guest capacity, transaction volume, and system integration is ideal.
Every property management system (PMS) used in a hotel must have solid security measures in place. There will be no breaches or unwanted access to private visitor information thanks to a secure property management system (Jooss, Burbach and Ruël, 2021). This necessitates stringent security policies and periodic system upgrades to keep the PMS in line with current security best practices.



	
Element 2 – Hotel reputation


	The popularity of a hotel is crucial to its financial well-being. The success or failure of a hotel is in large part dependent on the opinions and experiences of its customers. Quality service, satisfied guests, a social media presence, positive reviews, and a recognisable brand are the foundations of a reputable hotel.
To maintain a positive reputation, a hotel must provide excellent service. Hotel employees are expected to provide exemplary service to guests (Mok, Sparks and Kadampully, 2013). This entails providing a warm welcome, attending to guests' needs quickly, and maintaining a clean and relaxing atmosphere.
Maintaining a high level of guest satisfaction is crucial to a hotel's success. Guests who are pleased with their visits are more likely to speak well of the hotel, return, and post favorable reviews (Murari, 2015). If a hotel wants to gain and maintain a positive reputation, it must continually provide excellent service.
The reputation of a hotel is also heavily influenced by its online reviews. Travelers often consult internet reviews before settling on a hotel. More visitors may be attracted if reviewed positively, but less so if reviewed negatively (Ordóñez, Tennyson and Zhao, 2012). Regularly checking internet reviews and responding quickly to guest complaints is essential for hotels.
A hotel's brand is a crucial part of its overall image. To differentiate itself from the competition, attract loyal customers, and provide an unforgettable stay for its guests, hotels need to establish a distinct brand identity. A hotel's marketing materials, website, and interactions with guests should all consistently convey the hotel's brand identity.



	
Element 3 - Communication 


	To run a hotel efficiently, good communication is essential (Page, 2019). Maintaining open lines of communication between employees is crucial to running an efficient business and providing superior service to customers. Clear lines of communication, timely exchange of information, attentive listening, familiarity with the target language and culture, and the ability to use technological tools effectively are the cornerstones of successful communication in the hotel industry.
A well-oiled hotel machine relies on open lines of communication (Riccardo Rialti, Zuzana Kvítková and Tomáš Makovník, 2023). Employees need to know who they should be talking to and how to have productive conversations with them. It involves things like developing procedures for managing various sorts of communication, using clear and simple language, and making sure that lines of communication are always open and available.
Hotel operations can only succeed with prompt communication between staff members. Staff members need to be in constant contact with one another to guarantee that guests' requests are always being answered as soon as possible (Salih Kusluvan, 2013). This involves making sure all departments are communicating well and reacting rapidly to visitor needs, such as updating them on room availability.
Apart from talking, listening is a vital part of communicating in the hotel business. Members of the staff must actively hear out both visitors and coworkers to address their problems and meet their requirements. This entails doing things like asking questions to get more information, showing empathy, and providing reasonable responses to criticism.
In the hospitality industry, linguistic and cultural fluency are also essential. To properly accommodate their visitors, hotels must be aware of and sensitive to cultural variations in communication methods and expectations (Sigala and Gretzel, 2017). The staff has to know how to speak and act appropriately with visitors from a wide variety of cultural backgrounds.
There can be no effective communication in the hotel industry without the use of technology. Staff-guest communication may be streamlined with the use of modern technological advancements like instant messaging applications, mobile devices, and cloud-based communication platforms.



	
Element 4 - Staffing 


	Hotel operations cannot function without a reliable staff. The success of a hotel is heavily dependent on the caliber of its workforce (Szende, Dalton and Michelle (Myongjee) Yoo, 2021). Hotel operations rely heavily on its workforce, so it's important to focus on things like training and development, employee engagement and retention, and performance management.
To employ the appropriate people for the right jobs, recruitment and selection are important. Attracting a broad applicant pool, selecting applicants based on a fair evaluation of their talents and experience, and hiring people who share the hotel's core values are all essential steps in this process.
Employees can't do their jobs well without first receiving the training and development they need (Yellowbrick Learning, 2022). The hotel provides its employees with a variety of training opportunities, such as an in-depth orientation session, continuous training and development, and cross-functional training so that they may better grasp how the hotel as a whole functions.
To make sure that all employees are fulfilling their duties and contributing to the hotel's success, performance management is essential (Zhao, 2018). To do this, it is necessary to establish measurable performance expectations, provide timely feedback and coaching, conduct frequent performance reviews, and address performance concerns as they arise.
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