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1. Introduction 
The front desk operations in hotels serve as the initial point of contact between incoming guests and the hotel. Robust front desk operations ensure that guests have a positive experience whilst staying at the hotel and have the potential to make repeated business. Thus, I will evaluate the skills required for effectively managing front desk operations in hotels.    
2. Key skills required for hotel front desk 
2.1 Customer Service
A hotel front desk employee must have excellent customer service skills in order to secure a positive guest experience. The employee must have a friendly demeanour with sufficient knowledge about welcoming and accommodating guests. This skill guides the front desk workers to cater the check-in and out services for guests, in addition to the booking and reserving duties. Guests are likely to feel welcomed and at ease if the front desk customer service is rapid and exceeds their expectations (Olimovich et al., 2020). 
2.2 Communication
It is vital for hotel front desk workers to adopt effective verbal and written communication skills. Easy communication between the employees and the guests results in no birth of misunderstandings or misconceptions about the hotel's facilities. If the front desk worker has clear and concise speech, then they are more likely to respond accurately and listen actively to the complaints the guests bring forth. Similarly, written communication skills eradicate any risk of misinterpretation of information shared with guests (Bardi, 2021). 
2.3 Organisation
A hotel front desk agent must be able to multi-task whilst being highly effective in each operation, which is why organisational skills are deemed essential. These sets of skills help the employee to conduct check-in and out operations of the guests, receive customer calls, respond to complaints and keep track of bookings at the same time. Likewise, organisation skills help front desk workers to be highly punctual, where they are able to prioritise their duties and effectively manage time (Bharwani and Talib, 2017). 
2.4 Problem-solving 
Responding swiftly and efficiently to the guests' problems and complaints is one of the primary characteristics of a hotel front desk worker. Guests are bound to come with varying and newfound complaints, where the problem-solving skills of the worker help them to seek an answer on their feet and respond to the problems with effective and plausible solutions. Problem-solving skills bring forth the creativity of the worker as well, thus resulting in higher customer experience (Afrianto and Gulö, 2019). 
3. Industrial examples 
It has come to my knowledge that hotels seek front desk employees having varying sets of skills based on the type and quality of service offered in the hotel. For example, Ritz Carlton seeks front desk employees having potent customer service skills along with detail-oriented, communication, problem-solving and multilingual competencies. Such suits the hotel's luxurious and international image (Ruki, 2023). Conversely, Hilton Hotel emphasises the hard skills of the front desk workers, where the required competencies include adaptability, sales skills, technical abilities, teamwork and time management skills (Gardner et al., 2017). Hence, I believe that each hotel seeks different skill sets based on the facilities they are catering to. 
4. Reflection
The front desk plays an essential role in portraying the hotel's image. The front desk officer should have excellent communication skills. It should be friendly enough to cater to customers at the time of check-ins. The front desk manager caters for the whole staff of the hotel. “Ritz Carlton Hotel, London" offers the best front desk services; their services are excellent and super quick. At the time of reservation, they were super sweet, from arranging dinners and asking me my demands, keeping in mind each and every little detail of visits. The way of communication at the front desk made me satisfied with my stay at the Ritz Carlton Hotel. They fulfilled all my needs, the changes that I asked for in the room. The rooms were cleaned, and each thing was done perfectly by the front desk. From customer service to solving each of the problems, the front desk accommodates very well. My experience with them was amazing. “Hilton Hotels", despite being a big name, lacks their services as I have heard a lot of good things about their services after visiting and staying there made me disappointed a little due to their front desk services. The staff was rude while asking them for the services. They were not good at communicating with guests. I faced a lot of problems during my stay, but calling their front desk staff, their service was late and not problem-solving at all. Their management should keep on checking their front desk staff for mistreating the customers and improving their customer service. 
5. Conclusion 
In conclusion of this research, I have highlighted that front desk employees have a significant role in developing the first impression of the hotel on the guests. The key skills of front desk workers entail customer service, communication, organisation and problem-solving skills. I cited the industrial examples of Ritz Carlton and Hilton Hotels to back my evidence. 
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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 a quick resolution of this scenario in the future?


	I will first train and supervise the operations as well as the staff at the front desk of the hotel. 


	In order to ensure that the operations run smoothly, I will supervise my operations and staff with clear instructions regarding the required facilities, give them support and set precise expectations for them to follow. Similarly, I will monitor their performance. 
	I am sure that I can build a positive environment by adhering to this operation. I can foster teamwork and motivation among my staff members and eventually secure high performance. 
	The contingency plan will entail the assessment of identified problems that have the potential to arise and then establishing staff training and protocols accordingly. 


	
I will actively keep a record of the guests' feedback.

	
I will allocate a feedback form to the leaving guests before their check-out and carry out follow-up calls. I will manage online reviews and keep track of feedback on spreadsheets. 
	
Responding swiftly to guests’ feedback during their check-out procedures constructs excellent customer service for the hotel and illustrates how committed I am to my position. 
	
Implementing a card program or online survey to monitor the guests' feedback.

	
I will ensure that the front desk is kept highly organised and clean.

	
I can smoothly organise my front desk by structuring a schedule with prioritised tasks and responsibilities. In order to carry out different tasks at the same time, I will delegate some duties to my staff, with whom I will communicate smoothly. In order to swiftly conduct the tasks, I will use the helping hand of technology. 
	
My plan fosters enhanced professionalism and eradicates any vacancy for errors. Similarly, it improves the exchange of communication and increases the employees’ morale. 
	
Develop regular check-in incentives to ensure that the staff is on the same page as the schedule. 

	
I will seek to resolve any incoming complaints and problems from the guests.


	
I will respond to the guests' complaints by listening actively and attentively to their problems. Then I will move on to apologise profusely. I will offer a sincere resolution to their complaint and offer a follow-up plan. I will ask for their feedback for future improvements in the service.  
	
My plan brews ground for enhanced guests' satisfaction. Likewise, it will formulate trust among guests and the hotel staff, which ultimately gives rise to reputation and decreases any room for negative reviews. As a result, my plan will identify gaps for improvement in the services.  
	
Establish a separate body to handle guests' complaints where the employees will keep a record of the complaints and reviews. 

	
I will carry out necessary customer service, including check-in and out operations, and keep track of the staff delivering room services and amenities. 

	
I will first create a task list and then move on to prioritise them based on their importance and urgency. Similarly, I will delegate tasks if necessary before moving on to cater to each guest party with a particular time limit. 
	
The plan can secure customer loyalty to do repeated business with the hotel. Similarly, my plan can boost positive guest experiences.
	
Implement clear performance metrics for identifying and clarifying goals for the staff to adhere to. 



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)


	
It is a matter of fact when stated that a hotel conducts a series of operations at a single time in order to effectively respond to each guest’s demands and needs. Therefore, in order to ensure that the multiple operations are conducted completely in an authentic manner, the hotel gives rise to property management systems (PMS) (Parvez et al., 2018). The said PMS is responsible for managing and overseeing services and facilities of the hotel, entailing check-in and out procedures, online reservations, inventory management, regulation of room services, payment operations and many other operations. Given that, hotels experienced streamlined operations upon implementing PMS, where they further experienced a significant boost in the productivity of the staff and the experience of the guests (Okumus et al., 2017). Therefore, there are several key elements required to implement PMS within hotels. The first entails hardware, where PMS systems need essential computers and servers to store information and data. The second encompasses software that gives rise to PMS software application that manages numerous operations. Third entails data that acts as the input of the PMS systems, such as data from guests' feedback and billing data. The fourth entails active engagement through the internet that secures online bookings and reservations, global transactions and other processes. The fifth element concerns up-to-date training of the staff that ensures the staff members can control and work with the PMS systems. The sixth and seven elements are composed of support and integration of other hotel systems that guarantee the alignment of PMS with the rest of the hotel operations (Yi et al., 2018). 


	
Element 2 – Hotel Reputation


	
The reputable image of the hotel is what attracts the population pool and serves as a supportive component for overcoming the complexity of the marketplace that is exerted by industry giants. Therefore, maintaining the reputation of the hotel is critically important to build a pronounced image in the eyes of society (Lai, 2019). There are various elements which contribute to the development of a robust hotel reputation. The first element concerns tracking guest reviews and ratings. The reviews tend to exist in both positive and negative forms, where positive guest reviews are used to construct the reputation of the hotel and the negative reviews are observed in order to improve the shortcomings of the hotel that eventually contributes to its respectable image. TripAdvisor and Booking.com are some websites through which reviews can be tracked (Jalilvand et al., 2017). The second element entails the quality of the services. High-quality facilities catered in an accurate manner tend to secure high guest experiences. In order to ensure quality, the hotel trains its staff effectively. The third element refers to the cleanliness and maintenance of the rooms and the overall hotel environment. The guests are less likely to approach a hotel that has an unsafe environment with unclean beds. This element has become more important following the pandemic (Bonfanti et al., 2021). The last element that contributes to the hotel's reputation entails the social responsibility of the hotel. In the current era, guests are inclined towards doing business with hotels that have a great sense of sustainability and corporate social responsibility. 


	
Element 3 - Communication 


	
The avid essence of communication is important for the smooth conduction of hotel operations. Effective communication guarantees that every team member is aware of their duties and responsibilities. Similarly, speech with clarity is necessary between managers and employees in order to eradicate any misunderstandings in crucial knowledge and data (Preziosi et al., 2019). With that being stated, there are various elements that construct effective communication in hotels. The first element concerns the clear and concise delivery of the message. If the information among the staff members is exchanged in a precise and crystal clear manner, effective communication is born that ensures that every worker is conscious about their operations. The second element refers to timely communication. The timing of the communication underpins the essence of punctuality in the staff members. If the workers are punctual, then they are able to deliver timely communication within the required period (Tölkes, 2018). The third element of communication is the active listening attributes. It is nearly impossible for hotel staff to construct good communication if they do not listen to the guests, their peers or managers actively and attentively. Active listening permits them to catch details about what is being addressed and what response is necessary. The fourth element refers to the authentic channels that deliver clear communication. The majority of the hotel staff is observed exchanging communication physically, whereas, in complex or sensitive situations, they conduct messages through texts or two-way radios (Bonfanti et al., 2021). The last element that contributes to effective communication entails feedback. Feedback ensures that the staff is executing their duties accurately, where any gaps indicate any room for improvement. 


	
Element 4 - Staffing 


	
Staffing is deemed the primary operation in hotels since it entails the recruitment, training and monitoring processes of the employees. The staff acts as the heart of the hotel's management, where their job is to ensure that the guests have a positive experience and that all the tasks are conducted smoothly (Olimovich et al., 2020). Therefore, it is evident that staffing requires a lot of attention and responsible management. There are several elements that the managers take into account when considering the notion of staffing within the hotel. The first element encompasses staffing levels. These levels refer to the number of employees required in order to cater smoothly to the guests. The staffing levels generally depend on factors such as the number of hotel guests, the number of rooms, the types of services ordered and the area of the property. If the staffing level is not measured accurately, the hotel may hire unnecessary staff, which can result in the management maintaining a doubled workforce (Sourvinou and Filimonau, 2018). Secondly, when recruiting staff, it is important to evaluate their skills and areas of expertise. The hotel seeks to recruit candidates who have the proper educational and professional background that can cater to the guests effectively. Similarly, the skills are evaluated according to the roles of the workers; for instance, different skills may be required for housekeeping staff and the staff required to serve food services. Lastly, staffing culture is a key element to take into account when recruiting a diverse workforce. It is important for the hotel to maintain an environment that complements every staff member’s culture and construct a flexible and safe working environment (Jang et al., 2018). 
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