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The demand for hospitality industry relevant services has been growing worldwide. In case, an individual is having enough experience in the hospitality or possesses numerous transferrable skills, they might be capable of building a solid career in guest services (Doyle, 2020). People who work in the hospitality industry require strong communication and interpersonal skills. They further require being strong problem solvers. 

Professional and neat appearance- They lobby is the foremost thing that hotel guest sees while checking in; however, the front desk agent is the first individual they meet. According to Gebremichael and Singh (2019), these professionals are the face of the establishment and employers are looking for persons who are taking pride in this role as well as representation of the brand. Even though they might look different, this has been done before the Covid-19 pandemic. Guests would require seeing front desk employs cleaning the reception desk area between every interaction and sanitization of their hands and wearing the mask.

Speak multiple languages- While the employees are working at the front desk of the hotel, they are most likely to encounter visitors from across the world. While being multilingual is not essential for front desk positions in most of hotels, this is a skill numerous employers value. In case the employees are proficient in more than one language, this is essential to make sure this is at prior essential to mention in the resume. 

Problem-solving skills- Occasionally, even the best hotels have let down their guests. Employers are looking for front desk staff that can think quickly and resolve issues as they emerge for this reason. As stated by Kenayathulla, Ahmad and Idris (2019), a hotel's precious image can often be preserved by providing timely and polite responses to complaints, which can most often turn a potentially negative review into a positive one.

The capability of staying calm under pressure-While this would be wonderful if front desk staff only had to pay attention to one issue at a time, the majority of their tasks necessitate multitasking in a busy setting. They might require taking calls, welcoming visitors, signing for a shipment, taking a guest's payment card and doing all of these things at once at any given time. Employers search for those who can handle these situations calmly.

Detail-oriented and organised- In case the front desk professionals are not detail focused and organised, all the multitasking could result in mountains of paper as well as countless blunders. Staff must be capable of managing numerous jobs while at the same time keeping a good track on their progress in each aspect, keeping their workstation tidy and carrying out intricate procedures and processes accurately in case they wish for working at the front desk. 



Strong interpersonal skills- This might take a team for running the hotel and they might never always see eye to eye with all members on it. In case an individual is applying for the front desk job, then this is at prior essential to make sure that the hiring manager better knows that the applicant is skilled enough to function in a team as well as get along with a wide variety of different people. 

Guest service- Having no guests, a hospitality brand can never thrive competently in business. For such reason, guest service is regarded as the most in-demand skill that a front desk employee must have. This includes being friendly and pleasant, working accurately and efficiently, doing anything else essential for ensuring a pleasant experience and solving problems for hotel customers (Özdemir, Çolak and Shmilli, 2019). Even though there might be few personal interactions for a certain time, the front desk professional would be the first person that the incoming guests will turn to seek help when required. 

Capable of working on a flexible schedule- Resorts and hotels are 24-7 businesses. Guests go and come at all hours and someone requires being present at the front desk for helping them. As opined by Hui, Tsui and Tavitiyaman (2021), in order to acquire the best possible chances to work at the front desk job, this is essential for the employee to agree with the schedule in early mornings, weekends, holidays and even late nights.

Computer literacy- The front desk professionals must have high knowledge on the Microsoft Office suite; otherwise, this will be hard to land a front desk job. Most job postings mention having a basic understanding of computers, and others go much further in describing the necessary qualifications (Carlisle, Ivanov and Dijkmans, 2021).
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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 to ensure quick resolution of this scenario in the future?


	Staff must be properly dressed for impressing the incoming customers.
	The dress code or appearance policy will facilitate the employers in appropriately establishing esteemed expectations about the image that the hotel business wants to convey (Mboma et al., 2021). Considering concepts of psychology, when your employees feel confident in their appearance or what they are wearing, it shows in their job. They may also perform better and more efficiently because of feeling good about themselves and wanting to promote the brand image of the hotel, as effectively as they can.
	A dress code must be enforced for communicating to the employees what the hospitality brand is considering suitable attire at the workplace. 
	As a contingency plan in the near future, this is essential to assure that employees are having a very visible and clear nametag or something like that instantaneously identifies them in case the hospitality company, as well as style, seems far informal or precisely the conventional uniform is not appropriate. 

	The staff must always emphasise appropriately establishing eye contact.
	Making eye contact with the guests, when greeting them, is one of the most significant techniques. Even if staffs are on the phone or occupied with other tasks, this nonverbal communication type makes the visitor feel appreciated always.
	Merely look the guests in their eyes to let them know that the hotelier noticed them and will always be right there. When staff members interact with customers for the first time, this is essential to assure to look them in the eye because eye contact will support developing a relationship with them right away.
	Great eye contact will immediately send a message of sincere interest and welcome guests cordially. In this respect, the contingency plan will be while the staffs are around 10 feet distant from the guest, and then the staff should give a smile and make direct eye contact. In fact, while they are within 5 feet, then the staff should verbally greet guests. 

	The hotel must supply according to the craving of the guests to deliver an innovative experience.
	The hotel brand should oppressively promote to target addressing the customers' interest with strategic offerings such as happy hours, yoga classes, guest meet-and-greets, etc. Employees must concentrate on guests’ needs to foster employees’ development (Bardi, 2021). Hence, employees will equally focus on guests’ needs.

	Such type of innovations in tactics will be helpful in drawing the care of customers both males and even females. Happy hours and yoga classes are fun techniques, which the hotel can use for encouraging both customers as well as workers. This will be helpful in case of informal socialising, as the sips on the drinks will draw their interest.
	As a strategic contingency plan, this is essential to provide both food options and value-priced drinks. In addition, the front desk manager will promote shareable dishes in addition to the drink and food pairing. In addition, as stated by Luthra (2022), offering yoga sessions at the hotel will be effective in developing a positive mindset and restorative breathing is having so much to offer to the non-Zen seekers who want to partake in the unification of their soul, body and mind. 

	The staff and even the front desk associate should be cordial even while they are busy doing something else.
	In case, the employees are busy, this is essential for them to do all needs and wants of the guests in a cordial way. This would be very effective in making them understand that the hotel workers are prioritising them. 
	As discussed by Kamou (2020), the hospitality sector is extensively fast-paced; hence, this is very easy for getting overwhelmed by everyone. Cordially attending all clients would be helpful in raising the hotel's brand image. 
	The contingency plan should be focused on making the guests feel special. The front desk associate must consult for the booking to identify whether there is any special occasion or birthday that they want to celebrate at the hotel premises. 

	The front desk associate should be focused on indicating points of interest in the hotel. As discussed by Ekhsan et al. (2019), the actors in the hotel should prioritise the organisation's interest rather than personal interest.
	The hospitality operations should be focused on making the guest feel at home soon after they check in by providing information regarding important points of interest in the hotel such as the restaurant, bathroom, pool and other relevant services and amenities the hotel is offering.
	This is very simple to communicate the information without sounding like an upsell, and at the same time, this is a terrific technique to let visitors know that the hotel offers a variety of services.
	As a contingency plan, the front desk associate should be staying focused on anticipating the queries that guests will be asking and answering those properly. 



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)


	Software, which simplifies reservation and administration activities for hotels, is regarded as the property management system. The most important duties involve management of the front desk, reservations, rates, occupancy, housekeeping, channels and even payment processes. Even though booking and banking transactions are primarily controlled by PMS software, the front desk associates should also be capable of handling sanitation and human resources with it. As stated by Omar et al. (2020), in general, PMS streamlines the key external and internal operational activities of a hotel. The essential elements of PMS that must be focused on while engaged in hotel operations are: 
Room Bookings- The system is very effective in properly verifying the state of the available rooms, displaying free rooms through numerous channels and acting as the booking engine through the website. This feature is enabled for group reservations as well as for keeping proper track of double bookings (Chang et al., 2019). The process then properly schedules reservations as well as shows data on future, present and past reservations on the dashboard.
E-Payment Processing- Online transactions are categorised and gathered by software depending on their types. 
Management of room allocation and inventory- Multiple bookings and overly booking are avoided through reservation tools, This feature is a crucial component of the channel management module in the PMS. 
Reservation E-mails- As opined by Herrera (2022), following the finishing of bookings by the guests, the system should give them confirmation instantly. This feature may be a component of the front-desk activities feature in PMS.
Activities Booking- PMS allow guests in booking accommodation and activities.
Channel Management-Maximum level of occupancy depends on the rooms being enlisted as far as possible, such that a perfect PMS should include integration of the channel manager for properly governing lodging availability, online channels, yield management and even income. 


	
Element 2 – Hotel reputation


	Properly tracking and shaping the way the hotel is seen online are the focuses of managing a hotel's reputation. Monitoring review websites, posting and participating in social media, improving the site's searching capability, and many other things are all part of this. According to Lai (2019), to put it another way, this must be noted that maintaining the hotel's internet reputation is very crucial to its overall organisation and can even significantly influence the extent of wellness the property performs in comparison to its rivals. Social media can aid in establishing connections with prospective planners and attendees (Anagnostopoulou et al., 2019). Use the profiles to reassure visitors that the home is secure and that all health and safety regulations are being followed. Post updates on what is happening in those areas and the way by which the hotel has changed because guests look to the staff as the hotel expert.
Developing connections and communicating with event planners and visitors can be done through social media. The hotel manager or front desk receptionist can develop brand loyalty by tactically engaging in genuine engagement and conversation, which will encourage repeat reservations and stays. As opined by Zulkifli et al. (2022), by properly convincing visitors to stay, a hotel can improve its reputation by communicating effectively about the comfort, cleanliness, and quality of services provided by its staff. For enhancing a hotel's reputation this is at prior crucial to be extensively focused on the element of website optimisation. The front desk associate should be proficient in basic SEO that includes discoverability, authority and relevance. 
The front desk associate must be extensively focused on garnering good reviews. This will in turn pave the way for enhancing the hotel's reputation largely. Particularly with millennials, user-generated content such as reviews brings a significant influence on a hotel's reputation. 


	
Element 3 - Communication 


	In the job of a hotel receptionist, one must essentially be notified that effectiveness in communication is crucial; however, some people have thinking that this is especially critical for front desk associates. This is crucial that the front desk staffs are having enough expertise in communication skills with customers and other staff members if they want to run a hotel. This is not at all considered a natural talent for being capable of communicating well. Effectiveness in communication skills training for front desk associates and even managers is highly crucial. According to Krizanova et al. (2019), successful hotel managers have properly mastered the art of explaining the way and the reason behind certain things that are done in the hotel business. People are better capable of improving the approaches by which things are done once they are aware of the reasons that something needs to be done. In addition to keeping employees motivated, this promotes innovation and continuous development from the bottom up rather than just disseminating knowledge and instructions.


	
Element 4 - Staffing 


	Hospitality enterprises are prominently worker intensive. For such reason, numerous jobs, which require delivering high-quality goods as well as services for the guests necessitate people above machines. Staffing entails the recruitment of people for work in such a proper manner that their expertise perfectly matches the job requirements for specific positions. The staff in the hotels should focus on behaving well with their guests for making them satisfied. As stated by Miah and Hafit (2020), while engaged in the process of staffing, the hotel managers must be highly concerned with properly checking whether the applicants are proficient in customer communication as well as customer servicing skills while working with the public and the public. The hotel managers should be concerned about the legal implications of recruiting staff irrespective of their span of control over the work. 
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Hotel Front Desk Skills


Capability of staying calm under pressure


Detail oriented and organised


Speak multiple languages


Problem solving skills


Professional and neat appearance


Strong interpersonal skills


Guest service


Capable of working in a flexible schedule


Computer literacy
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