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	Working at the front work area of a lodging requires a different range of abilities and the capacity to really deal with different obligations. I am aware of how crucial it is to communicate effectively and clearly. It is essential for providing excellent customer service to be able to communicate information accurately and succinctly, whether interacting with guests, coworkers, or other departments. In addition, I am aware of the significance of prioritizing tasks and effectively managing time, particularly during busy times. The ability to multitask is a crucial skill that enables front desk staff to manage multiple responsibilities simultaneously without sacrificing service quality.

Another urgent expertise featured is critical thinking. When dealing with guest concerns and unforeseen circumstances, the capacity to think quickly on one's feet and devise inventive solutions is invaluable. This ability enables front desk staff to effectively deal with a variety of challenges, thereby preserving the hotel's reputation and ensuring guest satisfaction.

Furthermore, in the digital age of today, technology proficiency is essential. Being knowledgeable in inn the board programming, reservation frameworks, and other mechanical assets empowers front work area staff to productively do their obligations. Using technology makes administrative tasks like guest check-in, making payments, and quickly finding accurate information easier.

Scrupulousness is underlined in visitor reservations, charging, and other regulatory errands. Errors can be avoided by meticulously recording guest information and processing payments, ensuring a smooth guest experience. In order to keep guests satisfied and avoid any problems or misunderstandings, accuracy in these areas is essential.

Additional abilities that enhance the guest experience include cultural awareness and language proficiency. Recognizing and regarding visitors' individualized customs and customs encourages an inviting climate. Additionally, being able to converse in a variety of languages improves interactions with international guests, fostering a sense of community and enhancing their sense of security during their stay.

Ultimately, cooperation and coordinated effort are fundamental for a well-working inn. Operations run more smoothly and customers are more satisfied when departments share information and communicate effectively. Front desk staff can make sure that guests have a seamless experience by working closely with colleagues from other departments.

In general, in order to excel in my position and ensure a positive guest experience, I would strive to continuously develop and improve these skills as a front desk employee. By actually using these abilities, I can add to the outcome of the inn and make enduring impacts on visitors.


Industry Examples:
Let's look at a few examples to see how these skills are used in the hotel industry:

Skills for communication: A front work area staff part successfully speaks with visitors by giving clear data about inn conveniences, responding to questions, and tending to worries. For instance, if a guest inquires about tourist attractions nearby, the employee ought to be able to offer in-depth suggestions and directions.

Critical thinking Abilities: Let's say a guest complains about a broken air conditioner in their room. The member of staff at the front desk would need to get in touch with maintenance right away, find a temporary solution for the guest, and make sure the problem is fixed quickly.

Technology Expertise: The front desk staff member uses hotel management software to retrieve the guest's reservation information, assign a room, and process payment when checking in a guest. An efficient check-in process is made possible by proficiency with these systems.

Meticulousness: The front desk staff member double-checks the charges, applies discounts if necessary, and provides an itemized receipt for the guest's reference when handling billing and payments.

Social Mindfulness: Consider a guest who is attending a particular cultural celebration during their stay. To make the guest's experience memorable, the member of staff at the front desk may demonstrate cultural awareness by providing relevant information about local customs, personalized greetings, or special decorations.
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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?


	Dress professionally: I will ensure that I am dressed appropriately in the hotel uniform, presenting a neat and professional appearance.
	Familiarize myself with hotel operations: I will quickly review the hotel's standard operating procedures and familiarize myself with key processes, such as check-in/check-out procedures, reservation management, and guest service protocols.
	I believe this plan is the most effective because it focuses on key aspects of guest satisfaction and operational efficiency.
	Cross-training: Encourage cross-training among front desk associates to ensure that multiple staff members are capable of handling front desk responsibilities.

	Greet guests warmly: I will welcome guests with a friendly smile and a warm greeting, making them feel valued and appreciated.
	Utilize available resources: I will make use of the front desk manual, reference guides, and any training materials available to me for quick reference and guidance.
	By prioritizing guest service, effective communication, and problem-solving,
	Documentation and standard operating procedures: Develop comprehensive documentation and standard operating procedures for front desk tasks, including check-in/check-out procedures, reservation management, and guest service protocols. This will serve as a reference for staff members who may need to step in during unexpected circumstances.

	Active listening: I will attentively listen to guest inquiries and concerns, showing genuine interest in their needs and providing helpful information or solutions.
	Prioritize tasks: I will identify the most critical tasks that need immediate attention, such as checking in guests, addressing urgent requests, and managing reservations effectively.
	I can ensure that guests feel valued and their needs are met.
	Communication channels: Implement effective communication channels within the hotel, such as instant messaging or internal communication systems, to enable quick and efficient communication between staff members and departments.

	Effective communication: I will communicate clearly and professionally with guests, ensuring that I understand their requests and providing accurate information about hotel services and amenities.
	Effective time management: I will manage my time efficiently, allocating sufficient time for each task while ensuring prompt and attentive service to guests.
	By following hotel policies, maintaining a positive attitude, and utilizing available resources, I can contribute to smooth operations and maintain the hotel's reputation.
	Emergency contact list: Keep a current emergency contact list with managers, supervisors, and other departments. This ensures personnel to swiftly seek help in crises or unexpected scenarios.

	Problem-solving: If any issues arise, I will remain calm and focused, using my problem-solving skills to find suitable solutions or involve the appropriate department or personnel for assistance.
	Communicate with other departments: I will maintain open lines of communication with other departments, such as housekeeping and maintenance, to address any guest concerns or operational issues promptly.
	This plan emphasizes professionalism, attention to detail, and a guest-centric approach, which are essential for representing the hotel well to guests.
	Shift overlap: Schedule a slight overlap in shifts to allow for a smooth transition of responsibilities and ensure that there is always coverage at the front desk. This will provide an opportunity for the incoming staff member to receive a brief handover from the outgoing staff member, ensuring continuity of operations.



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, more commonly referred to as PMS, are an essential component that ensure hotels' operations are carried out in an efficient manner. A few of the services that are covered in property management software (PMS) are the administration of reservations, check-in and check-out of visitors, administration of room inventory, billing and accounting, and reporting. Other capabilities include administration of room inventory (Brooks, 2021). A capable PMS may streamline and automate significant procedures, reducing the risk of making errors while also improving the efficiency of business operations (Lashley, C., Lynch, P., & Morrison, 2020). It makes it possible for multiple departments, like as housekeeping, the front desk, and food and beverage, to coordinate in a way that is both smooth and effective, which ensures that all of the requests and services requested by guests are attended to in a timely manner and in the correct manner (Newman, 2021). An effective property management system (PMS) provides staff members with access to real-time information, enabling them to make decisions based on data and optimizing resource allocation, which, in the end, enhances both visitor satisfaction and the generation of revenue (Bardi, 2010).




	
Element 2 – Hotel reputation


	
The reputation of the hotel is an important component that can have a substantial impact on the degree to which guests are satisfied, the degree to which they remain loyal to the hotel, and the overall level of success that the hotel achieves. In order to successfully manage a hotel's reputation, it is necessary to cultivate favorable opinions about the facility (Stone, R., & Woodcock, 2018). This may be accomplished by delivering exceptional service, preserving a high quality standard, and ensuring that guests have happy stays. It is vital to meet one's obligations and promises, to uphold high standards of cleanliness, to give great customer service, and to respond swiftly to the criticisms and recommendations of one's guests in order to build and maintain a good reputation (Corgel, JB, Sturman, MC & Verma, 2011). Possessing excellent reviews, ratings, and word-of-mouth recommendations can assist in a business's capacity to bring in new customers while also retaining the business of the customers it already has. A strong hotel reputation not only helps improve income, but it also helps create trust and credibility within the industry (Ogunseitan, 2021). This sets the hotel in a position to be the traveler's first choice among the available options, which places the hotel in a position to be the traveler's first choice among available possibilities.





	
Element 3 - Communication 


	
Accurate and succinct communication is the motor that propels hotel operations. It is necessary for all members of the staff, departments, and customers to interact with one another in a manner that is not only precise but also prompt. Communication within a business ensures that every person is kept up to speed on the tasks and responsibilities that have been given to them, as well as any new policies or procedures that may be established. It allows the possibility of strong coordination and collaboration across many departments possible, which in turn makes it easier to manage operations efficiently and deliver seamless experiences for guests (Zhang, X., & Hsu, 2016). Aspects of external communication include interacting with customers, answering to their inquiries and concerns, providing them with information, and discovering solutions to the problems that they are experiencing. In order to properly communicate information to visitors and create relationships with them, it is vital for front desk personnel to exhibit great communication skills, both verbal and written (Kapoor, J. 2021). A culture of successful communication may be developed inside the hotel by implementing techniques such as open channels of communication, frequent training programs, and continual feedback. These are only some of the examples of what are known as "best practices." (Morrison, 2020).





	
Element 4 - Staffing 


	
In order to provide excellent service and guarantee that the hotel's operations are carried out without a hitch, it is essential to have an adequate number of staff members. The process of staffing comprises recruiting, instructing, and maintaining individuals that are capable, motivated, and have a strong interest in working in the hospitality industry. This type of interest is essential for the success of the staffing process (Hammer, 2016). It is absolutely necessary to have a sufficient number of staff members in order to live up to the standards of service and satisfy the expectations of the guests. Because of this, we will be able to cut down on lengthy wait times as well as insufficient support. In order to provide specialized services, it is essential to hire the proper staff for the several jobs that need to be done, such as front desk, housekeeping, concierge, and food and beverage (Nelson, M., & Goodall, 2020). These positions, among others, need to be filled. As a consequence of continual training and development programs that aim to increase the staff members' abilities, level of competence, and level of professionalism, the staff members may be able to provide more personalized experiences and go above and beyond the expectations of customers (Pizam, A., & Shapoval, 2020). Worker happiness can be increased by reducing employee turnover and fostering a favorable environment in the workplace. Factors that contribute to worker satisfaction include worker involvement, acknowledgment, and the provision of opportunities for professional progress (Sigala, 2016).
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