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Working at a hotel front desk can require multiple skills, including:

Excellent communication skills
 This is a fundamental skill that all front desk staff should possess. It is important to be able to communicate effectively with guests, listen to their concerns, and provide them with accurate and timely information. (Alvarez Sainz, et al., 2019) Communicate effectively with staff: Managers need to be able to communicate their expectations to their team and provide feedback on their performance. When the hotel staff has excellent communication skills of would be easier for them to interact with customers who belong to different backgrounds.

Provide clear and accurate information to guests
Hotel managers need to be able to communicate important information to guests, such as check-in and check-out times, hotel amenities, and local attractions. (Demirdağ, S., 2021)

Resolve conflicts
 Conflict resolution is a crucial communication skill for front desk managers, who may need to mediate disputes between guests or staff members. (Lee, et al., 2020) Most of the time it happens that the customers don’t get satisfied with the hotel’s services and there is a chance of dispute between the customers and the staff. So if the front desk staffs have effective conflict resolution skills it would become easier to handle the situation.

Customer service skills
 Providing excellent customer service is crucial for front desk staff. They need to be friendly, polite, and able to handle difficult situations calmly and professionally. (Pennycook, et al., 2021) Customers are the asset of an organization and whenever the customers enter the hotel they encounter the front desk start firstly. Accommodating the customers at the front desk is very important so the front desk staff members must have excellent customer service skills.

Time management skills
 Working at a hotel front desk can be a fast-paced environment, and staff needs to be able to manage their time effectively to handle multiple tasks and prioritize their work. (Phuong, et al., 2022) For example, at one time they have to deal with a client who is asking for the room keys while check-in, and at the same time another one is making complaints regarding the hotel services. The front desk staff member must be able to resolve the issues of both of them.

Attention to detail
 It is important to have a keen eye for detail to ensure that guests receive the correct information and services they require. (Preziosi, et al., 2019) The customers don’t like the hotel management which doesn’t pay attention to their issues. As they are paying According to the hotel’s demand so in return they expect attention equally.

Technical skills
 Front desk staff should be comfortable using computers, point of sale systems, and other technology that may be required for their job. (Rahman, M., 2019) It is the age of technology and in this age, the system is electronic and technology-based. It is not based to keep a record of all the customers by physical means rather the front desk staff should have a grip on technical skills. If their technical skills are good they can maintain an accurate record of the customers.

Problem-solving skills
 There will be times when guests encounter problems, and front desk staff should be able to quickly identify and resolve these issues. (Razmak, et al., 2022) The responsibility of solving the problems of the customers is Great on the front desk staff as compared to the other staff members of the hotels.

Multitasking
 Front desk staff may need to handle several tasks at once, such as answering the phone while checking in a guest, and must be able to switch between them smoothly. Multi-tasking ability has become the need of time in this competitive environment.

Sales skills
 Depending on the hotel, front desk staff may be required to sell additional services or upgrades to guests, so having sales skills can be beneficial. (Shahzad, et al., 2020) They should have good convincing Power to encourage the customers to enjoy the other services of the hotel.
Teamwork
Front desk staff needs to work effectively with other departments in the hotel, such as housekeeping and maintenance, to ensure a smooth guest experience. Team working is always helpful for the overall productivity of the business. Overall, working at a hotel front desk requires a combination of technical and soft skills, with a strong focus on customer service and communication. (Sullivan, et al., 2019) It is the responsibility of the front desk staff members that they should make all the possible efforts to accommodate the customers at their level best. 
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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?


	
First of all, I would communicate effectively with the guests by welcoming them warmly. I will welcome them with courteous behaviour and will ensure a responsive attitude toward guests.

	By effective time management I will run operations smoothly. I will not keep the customers on hold for wait.
	I would consider my plan effective because it will be managed timely. I will keep in mind time management aspect while carrying out the operations. 
	I will stay in touch with the manager to handle such unpredictable situation.  In case of any emergency for the next time I will ask the manager for guidelines. 

	I will ensure that the entrance of the hotel is well maintained as I believe that the entrance of the hotel should be visually appealing.


	By the use of technology I will ensure that the record of customers is well maintained. Technology plays an important role in accurate maintenance of record that is not possible by physical sources in 21st century. 
	It is based on clear objectives and goals so I would consider it the most effective
	I will communicate with other staff members to ensure the best solution of such scenario in future. Whenever different staff members communicate with each other the chance of errors get decreased. 

	
I will focus on personalized services through good greetings and making the customers valued. I will recall and remember the names of customers so they feel that they are valued. 

	I will give attention to details of the customers and make them feel valued. Customers are the asset of organization and I believe that their opinion matters a lot. 
	It is based on improved communication skills. I have good communication skills and I will use these skills to deal the customers in soft and positive attitude. 
	I will get cross-training from the manager to manage the situation in future. Manager is the person who is well-trained and can guide other staff members. In future I will ask for guidelines so that in case of any problem I don’t get panic. 

	
I will provide them with accurate information by communicating with them effectively.

	By positive and professional attitude the operations will run smoothly in my shift. If the attitude of staff is negative towards customers, the reputation of customers gets damaged. 
	I will find it effective because it is based on efficient use of resources. The resources are time and good communication skills. 
	I will learn about hotel operations and skills in future. The skills if learnt properly never get waste and they help us to manage the emergency situations effectively. 

	
I will communicate with them in the English language with effective communication skills


	I will analyse the problems of customers by problem solving skills such as solving their maintenance problems

	I will find it most effective because it will ensure accountability for meeting the objectives. I will consider meeting of objectives as my top-most priority. 
	I will keep in touch with the documentation and procedures of the managers to get information and be updated.



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)


	
A Property Management System (PMS) is a software application used in the hotel industry to manage day-to-day operations, such as managing room reservations, guest information, housekeeping, billing, and reporting. (Bardi, J.A., 2021) Key elements required for a Property Management System of a hotel include:

Reservation Management: A PMS should provide the ability to manage room reservations, rates, and availability, enabling guests to book rooms online or through other channels.

Guest Profiles: A PMS should provide the ability to create and manage guest profiles, including personal and contact information, reservation history, and preferences.

Housekeeping Management: A PMS should enable housekeeping staff to manage room cleaning schedules, track room status, and manage guest requests. (Leung, R., 2019)

Front Desk Operations: The PMS should provide a user-friendly interface for hotel staff to manage front desk operations, including check-in and check-out, room changes, and billing.

Inventory Management: The PMS should allow the hotel staff to manage inventory, including tracking supplies, managing stock levels, and reordering products as needed.

Reporting: The PMS should provide reporting functionality to allow the hotel management to track revenue, occupancy rates, guest history, and other performance metrics.

Payment Processing: The PMS should allow for easy and secure payment processing, including accepting credit card payments and issuing refunds. (Kharouf, 2019)

Integration with Other Systems: The PMS should integrate with other systems such as accounting software, point of sale systems, and channel managers to streamline operations and improve efficiency.

Data Security: The PMS should prioritize data security to ensure the privacy and confidentiality of guest information and other sensitive data.




	
Element 2 – Hotel reputation


	Hotel reputation refers to the perceived image, standing, and opinion that people have about a particular hotel based on various factors such as the quality of service, cleanliness, location, guest reviews, and brand image.
The key elements of hotel reputation include:
Service quality: The level of service provided by a hotel is crucial to its reputation. (Nikolskaya, et al., 2022) This includes everything from the friendliness of the staff to the quality of the amenities provided.

Cleanliness: Cleanliness is an essential aspect of hotel reputation. Guests expect clean and well-maintained rooms, bathrooms, public areas, and dining areas.

Location: The location of a hotel can greatly impact its reputation. A hotel in a prime location can attract more guests, while a hotel in an unfavorable location can negatively affect its reputation. (Nikolskaya, et al., 2019) 

Value for money: Guests want to feel like they are getting their money's worth when they stay at a hotel. Hotels that offer high-quality services and amenities at a reasonable price tend to have a good reputation.

Guest reviews and ratings: Guest reviews and ratings can greatly impact a hotel's reputation. Positive reviews and high ratings can attract more guests, while negative reviews and low ratings can deter potential customers.

Brand image: A hotel's brand image and reputation can also play a significant role in attracting guests. Hotels that are known for their luxury, high-end services, or unique amenities tend to have a strong reputation.

Safety and security: Guests want to feel safe and secure when they stay at a hotel. A hotel that prioritizes safety and security measures such as CCTV surveillance, security personnel, and fire safety systems tends to have a good reputation.







	
Element 3 - Communication 


	



Effective communication is a critical component of successful hotel operations. Communication enables hotel staff to collaborate, coordinate and provide excellent guest service.
Here are some ways communication plays a key role in hotel operations:
Customer Service
 Communication is essential for providing exceptional customer service. Hotel staff needs to communicate effectively with guests to understand their needs, preferences, and requests, and respond appropriately. (Becerra-Vicario, et al., 2022) Effective communication helps to build a rapport with guests, which enhances their overall experience and leads to positive reviews and repeat business.

Teamwork
 The success of hotel operations relies on teamwork among staff members from different departments. Effective communication fosters teamwork and collaboration, helping staff to work together towards a common goal. This allows for seamless operations, better coordination of tasks, and a more efficient hotel environment.
Operations Management
 Communication is crucial for effective management of hotel operations. Managers need to communicate with staff members to delegate tasks, provide direction, and address issues as they arise. (Rutherford, et al., 2021) This ensures that hotel operations run smoothly and efficiently, leading to greater guest satisfaction and profitability.
Safety and Security
 Communication is vital for maintaining the safety and security of guests and staff. Clear communication between security personnel, front desk staff, and housekeeping teams helps to identify and respond to potential safety concerns or emergencies in a timely and effective manner. A strong emphasis on communication can help hotels to achieve their goals and build a reputation for excellence.





	
Element 4 - Staffing 


	
	

Staffing is a critical element of hotel operation as it directly impacts the quality of service provided to guests and the overall success of the business. Staffing involves recruiting, selecting, training, scheduling, and managing employees to ensure that the hotel operates smoothly and efficiently. (Perez-Aranda, et al., 2019) 

The quality of staff is essential to the success of the hotel as guests often base their experience on the interactions they have with the hotel staff. Skilled and well-trained staff can provide exceptional customer service, which can lead to positive reviews and repeat business.

Recruiting the right staff is important, and the hiring process should include selecting candidates with the appropriate skills, experience, and personality traits to fit the hotel's culture and needs. (Anagnostopoulou, et al., 2019) The hotel should also provide adequate training and development opportunities to ensure that staff can perform their duties effectively and efficiently.

Scheduling is another important aspect of staffing in hotels. The hotel must ensure that there are enough staff members available to cover all the necessary shifts, but also avoid over-staffing, which can lead to increased labor costs. Staffing schedules must also be flexible to accommodate fluctuations in demand during peak and off-peak periods.
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