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	Abilities in the areas of technology, interpersonal communication, and organization are required for front desk positions in hotels. The following is a list of important skills that are commonly required for this position:

[bookmark: _GoBack]Customer Service – It is imperative that personnel working the front desk have outstanding customer service skills because they will be the initial point of contact for hotel visitors. He needs to have a kind demeanor, be vigilant, and be able to reply to questions, requests, and complaints from guests in a manner that is courteous and professional. It is quite necessary to have a kind and positive demeanor in order to create an environment that is inviting to guests. A visitor is more likely to have a positive experience if they are greeted by a friendly atmosphere, provided with respectful communication, and assisted with enthusiasm. As part of providing excellent customer service, it is essential to pay close attention to the inquiries, concerns, and requirements of site visitors. It is apparent that the front desk personnel is dedicated to providing exceptional service since they pay attention to the needs of the customers and clarify any confusion that may exist.

Communication Skills – Strong oral and writing communication skills are required in order to communicate clearly and effectively with guests, other employees, and other hotel departments. A person should have strong communication skills, including the ability to talk clearly, listen carefully, and convey information in an appropriate manner.

Multitasking – Employees at the front desk are sometimes required to juggle a number of tasks simultaneously, including answering phones calls, checking visitors in and out, responding to emails, and managing guest requests. In an environment as fast-paced as this one, the ability to multitask well and keep one's organization intact is very necessary. It is essential to have a mindset that is amenable to understanding and tolerance in the face of the numerous requirements and expectations that visitors may have. It may be helpful to challenging circumstances to understand the viewpoints of guests and respond with empathy in order to assist calm the situation down and find solutions that will work. There is a possibility that some visitors will be difficult or demanding.

Problem Solving – Guests may experience a wide range of issues throughout their stay; hence, it is essential for front desk employees to demonstrate initiative in locating and implementing appropriate solutions. To guarantee that guests have a pleasant experience, one need to be able to think fast, identify problems, and provide appropriate solutions.

Computer Skills - It is very necessary to have a solid grasp on how to use reservation systems, hotel management software, and any other relevant computer tools. Processing transactions accurately, inputting and locating visitor information, and navigating through the different software interfaces should be easy for the user.

Attention to Detail – It is important to pay close attention to detail in order to correctly process payments, maintain accurate records of guests, and satisfactorily fulfill guest requests. Being meticulous is absolutely necessary given that even relatively tiny errors can have significant effects.

Time Management – When working at the front desk, one of the most typical challenges is juggling many responsibilities with shifting priorities. By effectively managing one's time, an individual is able to prioritize their responsibilities, complete tasks in a timely manner, and keep the front desk operation running smoothly.

Professionalism – As a representative of the hotel, one should always act in a professional manner and prove that they are who they say they are. This includes being respectful of the visitors' need for privacy, acting and speaking professionally, and dressing appropriately.

Conflict Resolution – There is always a possibility that challenging situations or interpersonal conflicts will surface. The ability to keep one's cool, empathize with others, and resolve conflicts in a diplomatic manner is necessary for providing a positive experience for visitors.

Language Skills: Depending on their geographic location and the type of guests they intend to attract, hotels may find that having staff members who are fluent in many languages is of great assistance. If one is able to engage fluently and successfully with guests who speak a variety of languages, the quality of the overall guest experience may be enhanced.

Although these skills are very required for work at hotel front desks, it is important to bear in mind that specific requirements might shift depending on the size, kind of guests the hotel caters to, and geographic location of the establishment.
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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?

	It is essential to offer the workers at the hotel with significant training, and this includes the staff at the front desk. This encompasses abilities such as problem-solving, product expertise, acquaintance with hotel procedures, and cordial engagement with hotel guests. Give the employees of the hotel some wiggle room when it comes to resolving the complaints of customers and making choices, as long as they continue to uphold the hotel's service standards.
	Before starting my shift, I will make sure that I am well-prepared and competent. Verify the number of guests, review any notes from the previous shift, and double-check that all necessary supplies are on hand in addition to checking the occupancy level.
	The strategy for front desk operations covers a wide range of themes, including preparation, communication, organization, problem-solving, flexibility, teamwork, attention to detail, professionalism, customer service, and continuous learning. It provides a comprehensive approach to handling various aspects of the front desk role.
	First, I should think about potential issues that might arise at the front desk and disrupt regular operations. Unpredictable surges in traffic, malfunctioning infrastructure, natural disasters, and power outages are all examples of such events.

	The foundation for consistently high-quality service may be laid by establishing standards and expectations that are clear and explicit. These standards must to be made clear to each and every worker, and they ought to be drilled into their heads on a regular basis in the form of training and reviews of individual performance on the job.
	Maintain open lines of communication with my colleagues and other divisions. If I want to keep my team in the loop, I need to stay current on any relevant changes or information. Using straightforward language to ensure that everyone is on the same page.
	Best practices often recommended in the hospitality industry are incorporated into the plan. These practices have been developed and refined over many years of service and are now widely accepted as the best way to guarantee top-notch experiences for guests and smooth operations.
	Think about how likely and how much each scenario means. Determine the relative importance of the potential consequences, such as customer dissatisfaction, revenue loss, and disruptions in business operations.

	It is possible to establish and carry out quality control programs in order to monitor and enhance the quality of the services that are provided to customers. Maintain a regular evaluation of the level of service provided by the hotel by soliciting feedback from guests, carrying out internal audits, and giving some thought to how things may be improved.
	Rank the tasks from most pressing to least. Creatinge a list of things I need to accomplish or use a piece of software designed for that purpose. Leave plenty of time for myself to deal with guests' arrivals and departures, questions, phone calls, and paperwork, plus some buffer time.
	The plan stresses the need of providing excellent customer service, anticipating the needs of site visitors, and fixing any problems they may encounter as soon as possible. The strategy is consistent with the sector's overarching goal of making travelers' stays enjoyable and memorable.
	Create emergency plans for all potential scenario. It's important that the people working to fix the problem have clear instructions and distinct responsibilities. Assign tasks explicitly so that everyone knows what they're supposed to be doing.

	I may actively seek and promote input from consumers through a wide variety of methods, some of which include comment cards, surveys, and online reviews, to name just a few. It is essential to keep a record of the feedback received from customers and to provide an immediate response, whether the input is favorable or negative. As a result of this knowledge, I will try to take stock of my successes and areas in which I may improve.
	It's important to be multitasking if I work at the front desk since it may become hectic there. Master the art of multitasking so that I can effortlessly handle phone calls, visitors, and paperwork. Pay close attention to the particulars and I will avoid making any blunders.
	Since the hotel industry is always evolving and facing new challenges, this plan accounts for both of those factors. It fosters teamwork and the ability to solve problems, paving the way for a swift and appropriate response to unanticipated challenges.
	Make sure the front desk staff and other relevant employees are aware of the backup plan. Make sure they understand the processes, know what to do in different scenarios, and have the necessary tools to carry them out. Consistently run drills and simulations to test the plan's efficacy.

	Encouraging my team to engage in conversation with the consumers. This involves welcoming them with enthusiasm, anticipating the needs that they may have, and offering them with individualized direction and support as needed. Guests may have a better experience at the hotel if they have a sense of trust and camaraderie with the staff and other guests.
	Take the initiative to identify and address issues before they escalate. Thinking about what my customers need, and act promptly and efficiently to solve any problems that may arise. Collaborate with other groups or divisions to get answers and provide smooth service for guests.
	The plan encourages professionals to always be learning, keeping up with industry developments, and searching for ways to do better. In doing so, it reinforces the industry's dedication to growing and staying ahead of fluctuating client expectations.
	Establishing clear channels of communication in advance will allow for more speedy and effective interaction throughout the scenario. Depending on the situation, this may need the establishment of new channels of interaction or the introduction of new forms of technology for conveying information to the appropriate parties.



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)

	Property management systems (PMS) are essential to hotel management because of the many tasks they perform. A property management system (PMS) should include robust facilities for handling guest bookings and reservations. This includes the dynamic adjustment of room types, rates, and availability in real time. The system should accommodate both automated and hand-operated reservations and modifications. An all-inclusive property management system will allow for the creation and upkeep of guest profiles. As part of this process, we collect crucial information about our guests, such their contact details, preferences, loyalty program membership, and length of stay. The guest check-in and check-out processes should be streamlined.
Front desk operations including tracking hotel reservations, fielding guest questions, and facilitating expedited check-in and -out should all be facilitated by the PMS. Key card encoding and integration with door lock systems must also be provided. An effective PMS will include built-in tools for billing and invoicing. This can only be done with meticulous guest charge monitoring, accurate application of applicable taxes and levies, professional invoicing, and easy payment processing. The ability to keep track of incidental expenses, such those incurred at a restaurant or spa, is greatly facilitated by integration with POS systems. The PMS should have robust reporting capabilities so that information about the hotel's operation may be provided. This includes things like visitor demographics, financials, booking tendencies, and occupancy rates. Data visualization and adaptable reports are useful tools for assessing performance and making decisions.

	Element 2 – Hotel reputation

	When considering the many aspects of running a hotel, it is crucial to keep the establishment's reputation in mind. What guests, locals, and professionals think of the hotel is a part of this category as well. Satisfying customers should always be your top priority. The hotel's staff should always go above and beyond for their guests, and the rooms should always be clean and comfortable. Reputation is built on the favourable feedback of customers. Providing excellent service is essential. To achieve this goal, establishments must be staffed with people who are attentive and well-trained, who treat customers as individuals, who respond quickly to requests, and who value the satisfaction of their clients. Consistently excellent service is a great way to develop a positive reputation. Maintaining constant service quality is crucial to establishing credibility. Guests should always get the same high standard of service and comfort, regardless of the time of year, the number of employees on duty, or the kind of room they reserve. Maintaining a steady level of quality increases positive recommendations and credibility.
The success of a hotel may be improved by working on its brand recognition and image. This includes the hotel's unique brand positioning, USPs, and value proposition that make it stand out from the competition. Having a strong brand presence results in increased client loyalty and confidence. A hotel's web presence is crucial to its image these days. Good reviews, good ratings on review sites, and energetic engagement on social media all contribute to a favourable online identity.

	Element 3 - Communication

	One of the most crucial aspects of running a hotel is maintaining open lines of communication. Effective communication is the backbone of successful collaboration, exceptional customer service, and productive operations. All of the hotel's employees need to be able to understand one another. It ensures that everyone is on the same page and working together to reach common goals. conducting regular meetings to talk about developments, deal with problems, and give everyone an opportunity to give their ideas and work together. establishing reliable channels for the exchange of data using means such as electronic mail, messaging software, and proprietary networks. Having well-defined handover protocols in place will ensure that critical information is conveyed between shifts in a timely and efficient manner.
Maintaining fruitful communication with the guests is crucial to meeting their needs and delivering exceptional service. training workers to give a warm welcome and make visitors feel welcome and valued. Customers will have a better time if they are well informed on the hotel's amenities, services, policies, and local attractions. providing visitors with complete answers to their questions in a fast and expert fashion. Take care of guests' needs without breaking a sweat. demonstrating sympathy and concern by listening carefully to a guest's grievances. Discuss what is being done to resolve the issue and provide updates as they become available.
Collaboration and strong communication across different divisions within the hotel are crucial for providing efficient operations and smooth guest experiences. briefing or meeting department heads on a regular basis to facilitate dialogue, air concerns, and inspire teamwork. creating detailed SOPs that outline expectations for interdepartmental communication and assign responsibility for specific actions and outcomes. collaboration and real-time data sharing across departments through the use of a unified digital platform or other communication technology.

	Element 4 - Staffing

	When planning the human resources for a hotel, it's crucial to keep certain things in mind. Think about how many people will be needed in each hotel department in light of operating requirements, guest demand, and occupancy rates. This involves determining the optimal staffing ratios for different shifts and seasons, as well as the necessary skill sets for the people. Developing effective strategies to attract qualified job seekers for open positions in a hotel. Applicants are sought for via a variety of channels, and those who best represent the hotel's ideals and service standards are ultimately hired.
Providing comprehensive training and orientation to new employees to ensure they are equipped with the skills and information necessary to do their jobs successfully. This includes induction into the hotel's culture and procedures as well as training for the specific duties of each department. carrying out strategies and programs meant to advance workers' careers. This might include things like providing access to mentoring programs, allowing for cross-functional training, and facilitating career advancement chances. Moreover, a positive work environment and recognition of employees' achievements might aid in keeping them on staff.
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