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Introduction
Working at the front desk of a hotel requires a unique set of skills that are crucial for providing excellent customer service and ensuring smooth operations (Corgel et al., 2011). It is imperative that the individuals possess a number of skills and expertise while working in the industry, in order to ensure high effectiveness and efficiency.

Discussion
Collaboration and teamwork abilities are crucial for front desk employees. Other hotel divisions like housekeeping, maintenance, and concierge services are frequently closely partnered with them. To guarantee a seamless guest experience, effective teamwork and communication are essential. Employees at the front desk must be able to work well with others, share information, and assign tasks as necessary (Cheng, 2021). Further, Conflict resolution skills are important for handling difficult situations that may arise at the front desk. Front desk personnel should be adept at resolving conflicts and managing guest complaints professionally. They need to remain calm, actively listen to guests' concerns, offer appropriate solutions, and escalate issues to higher management if necessary (Olimovich et al., 2020). Maintaining customer satisfaction and minimising any potential negative effects on the hotel's reputation are made possible by effective conflict resolution techniques (Corgel et al., 2011).

Another crucial trait for front desk employees is technology proficiency. Reservations, check-ins, and other front desk tasks are managed by hotels using software and technological systems. It's crucial to feel at ease using property management software, hotel management systems, and other pertinent tools (Chalupa et al., 2021). Basic computer skills, such as word processing and spreadsheet applications, are also beneficial for administrative tasks. It is vital that the front desk officers make themselves aware of such skills, in order to maintain work efficiency (Tesone, 2015). 

On the other hand, front desk employees place a high value on problem-solving skills. They must be able to handle a range of problems that visitors might run into while visiting (Hammer, 2016). Front desk staff must remain composed under pressure, evaluate situations objectively, and come up with appropriate solutions for everything from room inconsistencies to service complaints (Qin et al., 2022). Effective problem-solving abilities help maintain a positive reputation for the hotel and increase guest satisfaction. Lastly, multitasking and organizational abilities are vital for front desk professionals. They have to handle multiple tasks simultaneously, such as checking guests in and out, managing reservations, answering phone calls, responding to emails, and addressing guest requests (Shin et al., 2019). The front desk employees can effectively manage time, prioritise tasks, and make sure that all obligations are met thanks to their strong multitasking abilities. Maintaining a neat and well-organized front desk area is essential for ensuring efficient operations (Prais et al., 2019).

Working at the front desk requires a particular skill set that I have had the opportunity to develop through my own experiences in the industry. One skill that I have found specifically crucial is effective communication, which holds immense value and significance. I had to modify my communication style when interacting with visitors from different backgrounds while working at a boutique hotel. For their needs to be met, it was crucial to have open and friendly communication, whether it be when giving directions to nearby attractions or resolving a guest's issue. In one instance, a guest arrived at the hotel frustrated due to a misunderstanding about their reservation. By actively listening to their concerns and empathizing with their frustration, I was able to resolve the issue swiftly and turn their negative experience into a positive one. This experience taught me the importance of patience and empathy when dealing with guests and reinforced the significance of effective communication in diffusing tense situations. The importance of key skills for working at the hotel front desk has been reinforced by my personal reflections and experiences in the hospitality industry. Providing exceptional service and ensuring smooth operations require effective communication, multitasking, organisational skills, problem-solving, technology proficiency, and a customer-centric mindset.

Conclusion
A diverse skill set, including effective communication, customer service orientation, multitasking and organisational skills, problem-solving abilities, technology proficiency, attention to detail, conflict resolution, and teamwork, are necessary for working at a hotel front desk. These abilities are essential for providing exceptional guest experiences, ensuring efficient operations, and upholding the hotel's good reputation. The hospitality industry is dynamic and fast-paced, demanding individuals who can adapt quickly and think on their feet. By continuously developing these key skills and drawing from personal experiences, front desk professionals can provide exceptional customer service, address challenges effectively, and contribute to the success of the hotel.
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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?


	Ensure adequate customer service by greeting guests warmly, and listening to their needs, along with addressing any concerns or inquiries promptly.


	I will get acquainted with the standard operating procedures. I would go over the hotel's policies, practices, and protocols to make sure I know how every part of the front desk works.
	The plan addresses a broad range of duties and responsibilities related to front desk operations, making sure that all crucial details are covered. It provides a systematic approach to handling guest check-ins, check-outs, inquiries, and requests.
	I would advise giving other team members or associates front desk operations training. In the event that the front desk agent or manager is not available, this would guarantee that there are backup resources who are knowledgeable about the required processes and can fill in.

	Show an adequate knowledge of the amenities of the hotel, services, and policies, making sure that guests receive accurate and helpful information.


	I would emphasise taking initiative. I would be prepared for any difficulties or problems that might occur, and I will act quickly to prevent or resolve them. This includes monitoring reservation statuses, checking for room availability, and staying updated on any ongoing maintenance or housekeeping concerns.
	The strategy stresses the significance of assigning tasks a priority based on their urgency and significance. It makes sure that important tasks are prioritised while still leaving time for administrative responsibilities, such as guest check-ins and attending to urgent needs.
	I would develop and uphold thorough manuals and SOPs for front desk operations. This would include detailed instructions for making reservations, checking in and out, and dealing with typical questions or problems from guests. Having comprehensive documentation readily available would enable other team members to quickly reference and follow the procedures in the absence of the primary front desk associate or manager.

	Provide personalised recommendations, foresee potential problems, and promptly resolve them to anticipate visitor needs and exceed their expectations.


	Depending on their importance and urgency, I will order my tasks. To ensure efficient guest flow and satisfaction, checking guests in, responding to questions, and processing check-outs will be given priority.
	The plan places a strong emphasis on providing exceptional customer service. By greeting guests warmly, actively listening to their needs, and exceeding their expectations whenever possible, it aims to create a positive and memorable experience for guests.
	To update the knowledge and abilities of front desk staff, I would plan frequent training sessions. This would guarantee that everyone is aware of any modifications to the processes, rules, or technology.

	Maintain a high standard of cleanliness and functionality throughout the hotel by working closely with other hotel departments like housekeeping and maintenance to address any guest complaints right away.

	I will familiarize myself with the hotel's computer systems and software, ensuring that I can effectively process check-ins, check-outs, and reservations. I will promptly report any technical issues to the appropriate channels for resolution.
	The strategy places a focus on keeping the front desk area tidy and organised as well as being meticulous when interacting with visitors. This focus on detail contributes to creating a polished and welcoming environment for visitors.
	I would compile a list of emergency contacts for important staff members, such as the hotel manager, assistant manager, or other pertinent employees.

	Handle guest complaints or issues with empathy and professionalism, striving to find a satisfactory resolution and following up to ensure guest satisfaction.


	I will actively seek feedback from guests and colleagues, taking their suggestions into consideration to improve my performance and enhance the overall guest experience.
	The plan recognizes the need to be flexible and adaptable in handling various guest situations or challenges that may arise. It encourages proactive measures to prevent issues and the ability to handle unexpected situations with composure and professionalism.
	To find areas where the backup plan can be strengthened, I'd encourage regular feedback from front desk staff. Their opinions and insights may yield insightful recommendations for enhancing the contingency plan's efficacy and efficiency.



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 front desk and reservation management are two crucial components. A strong PMS needs to have an adequate reservation management feature that enables easy reservation creation, modification, and cancellation (Popovic et al., 2019). The front desk staff should be able to manage reservations with ease thanks to an interface that is simple to use.
The management of room inventory and rates is another essential component. A strong inventory management system that tracks room availability, permits room blocking, and offers real-time updates on room status should be part of the PMS (Lam and Law, 2019). Overbooking is avoided and accurate availability information is guaranteed. The PMS should also facilitate rate management, allowing hoteliers to set rates based on factors such as occupancy, seasonality, and demand (Xu et al., 2019). It should support the creation of room packages, discounts, and promotions to optimize revenue and attract guests.
Other essential components of a PMS include guest profiles and customer relationship management (CRM) capabilities. It should be possible to create and manage guest profiles that include vital data like contact information, preferences, and prior stay history (Alrawadieh et al., 2021). This enables hotel staff to provide superior service and personalise the guest experience.
Integration with other hotel systems is another crucial element to consider. A PMS should seamlessly integrate with other operational systems like point of sale (POS), housekeeping, and accounting (Antonio et al., 2019). It allows for seamless data flow and synchronization across departments, ensuring accurate and up-to-date information.
For a PMS to be implemented successfully, a user-friendly interface and system stability are essential. The staff should need little training to become proficient in the system because it should be simple to use and intuitive (Leung, 2019). In order to safeguard visitor information and guarantee uninterrupted operations, it should also be stable and dependable, with backup and data security measures in place.

	
Element 2 – Hotel reputation


	There are a number of crucial factors that are important in shaping and upholding a good reputation when considering the role of hotel reputation in hotel operations. First and foremost, it's critical to offer excellent customer service (Bardi, 2010). Building a solid hotel reputation requires ensuring that visitors have an enjoyable and memorable experience throughout their stay. This entails educating and empowering staff to provide individualised and attentive service, promptly resolving customer issues.
The standard  cleanliness of the hotel facilities are additional crucial factors. It's crucial to keep your surroundings clean and appealing to the eye. This includes tidy public spaces, comfortable  clean guest rooms, and useful amenities (Panno, 2020). To deliver a positive visitor experience and build a positive reputation, regular maintenance, attention to detail, and an ongoing dedication to cleanliness are essential..
Online reviews and guest feedback are also critical in shaping a hotel's reputation. Monitoring and actively managing online reviews across various platforms  is essential (Tritto, 2020). Responding promptly and professionally to guest reviews, whether positive or negative, demonstrates a proactive approach and a commitment to guest satisfaction.
Maintaining strong online presence and engaging in effective digital marketing strategies is another key element. Having an informative and visually appealing website, active social media accounts, and utilizing online booking platforms help to create a positive impression and attract potential guests (Lam and Law, 2019).
When thinking about hotel reputation, consistency is essential. Building  a good reputation requires maintaining standards across all hotel operations and providing consistent levels of service (Hou and Wu, 2021). It entails maintaining the calibre of the food and beverage selections, providing the amenities and services promised, and ensuring that visitor experiences are consistent with the hotel's brand promise.

	
Element 3 - Communication 


	
To avoid miscommunication and guarantee accurate information transfer, communication must be clear and concise. Staff members must communicate information simply and in a language that is understandable to all (Wu et al., 2021). Both internal communications among hotel staff and external communications with guests are affected by this.
Active listening is another essential element of effective communication. Hotel staff must actively listen to guests' needs, concerns, and inquiries. By demonstrating attentive listening skills, staff can gather relevant information and respond appropriately (Koseoglu et al., 2020). Active listening also helps to identify potential issues or opportunities for improvement, enabling proactive problem-solving and delivering a personalized guest experience.
When it comes to communication in hotel operations, promptness is essential. Quickly attending to visitor questions, requests, or issues demonstrates professionalism and attention to detail. This holds true for all forms of communication, including text messages, emails, and social media posts (Mak and Chang, 2019).
Smooth hotel operations depend on effective interdepartmental communication. To ensure coordinated efforts, various hotel departments like the front desk, housekeeping, food and beverage, and maintenance must communicate effectively with one another (Buehring and O’Mahony, 2019). Sharing pertinent data and updates on customer preferences, room status, or maintenance issues promotes efficient workflow and reduces the likelihood of errors or bottlenecks.

	
Element 4 - Staffing 


	Important components of staffing are recruitment and selection. It entails figuring out the hotel's staffing requirements and luring qualified people to apply for various positions. In-depth job analyses, the creation of job specifications and requirements, and the use of efficient hiring practises like advertising, word-of-mouth, or collaboration with educational institutions are all part of it (Ice et al., 2021).
Training and development play a significant role in preparing staff  for their roles and responsibilities. Effective training programs should cover not only job-specific skills but also customer service, hotel policies , procedures, safety and security protocols (Dogru et al., 2020). Ongoing development opportunities, such as cross-training, workshops, or mentorship programs, help employees enhance their skills, stay motivated, and progress in their careers.
Critical components of hotel staffing include workload management and staff scheduling. Effective scheduling involves matching staffing levels to anticipated demand while taking seasonality, occupancy rates, and special events into account (Li et al., 2019). Effective task distribution and workload management make sure that each employee has a manageable workload and can provide the services that customers expect.
Smooth staff coordination and collaboration depend on effective communication channels. To encourage information sharing and decision-making, hotels should create open and transparent channels of communication on both the vertical and horizontal axes. Effective staff communication is facilitated by regular team meetings, technological tools, and a culture that values criticism and suggestions..
Performance management and feedback are critical for continuous improvement and accountability. Establishing clear performance expectations, conducting regular performance evaluations, and providing constructive feedback help employees understand their strengths and areas for development. Systems for performance management can be used to set objectives, monitor development, and reward top performers.
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