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Working in the hotel's dining rooms requires a variety of hard and soft talents, just like any other employment (Cornell School of Hotel Adminstration, nd). The first-place customers interact with the hotel is the front desk, which also sets the tone for their stay. Therefore, the staff members here must radiate friendliness, professionalism, and efficiency. The following talents have been considered in the context above as being pertinent in this situation:

Skills in communication: communication Excellent verbal and non-verbal communication is required in this situation because the front desk employee must be able to clearly convey information about hotel services, procedures, and policies as well as understand and respond to guests' needs and inquiries (Hammer,2016). Communication is important in all spheres of life. The front desk function is focused on providing excellent customer service. As previously mentioned, they must constantly exhibit empathy, patience, and a high level of professionalism when interacting with customers. They must constantly seek out ways to satisfy their needs while also handling complaints or other issues diplomatically and making sure that visitors feel appreciated and satisfied (Tewari,2009). Since the workers in this position may always confront unanticipated scenarios and concerns, problem solving is crucial in this context of resolving issues. It's essential to have the capacity to think quickly and devise workable answers. This entails comprehending the problem, weighing your choices, and putting the answer into practice with as little disruption to the guest as possible. Since they are the ones in charge of booking, payment, check-in, and, of course, check-out as well as other activities being arranged, it is crucial to prevent errors and allow them to perform their necessary duties (Walker,2021).
to manage several jobs at once without sacrificing service quality.Here, it is crucial to stress that paying attention to the details is a talent that helps, as these employees must remember the name of returning guests, their preferences, or even just check that all the information provided is correct in order to continually provide superior service.Today's front desk operations require the use of a variety of technical instruments, such as hotel management systems and tools for payment processing. Effective use of these systems guarantees efficient operations and a positive visitor experience (Walker,2021).
The ability to speak multiple languages can be a huge asset in a diverse, multicultural environment because in this context it is helping the staff to break down the Kan gage barrier and being more personalized to the customers in terms of the serving, helping in this way to show relevant intercultural competences. Even though this is not a minatory skill, being multilingual is beneficial also here as it is all about being able to speak multiple languages.Housekeeping, room service, and management are just a few of the departments that front desk workers frequently interact with (Hammer,2016).The flawless inter-departmental cooperation that results from effective teamwork improves the guest experience.Any employee in this position must be able to withstand long hours of work, manage stress, and keep a courteous, professional demeanor. This job is quite difficult; therefore, patience and resilience are important. The front desk personnel are also responsible for marketing and selling the hotel's amenities and services. Knowing the correct sales methods and being persuasive might be advantageous. (Rutherford and O’Fallon,2011).
Since this job requires a variety of skills, from communication and customer service to problem-solving and organizational skills, working in this position requires many relevant skills that go above and beyond the basic ones in terms of communication, friendliness, and assistance. The front desk employees can deliver a high level of service that improves the guest's experience and promotes the hotel's reputation and commercial success by mastering these talents. (Rajaguru and Hassanli,2018).
As a result, having these talents is crucial. Of course, there are other abilities that are useful in this situation as well, such as cultural awareness, the capacity to accept various viewpoints and embrace diverse cultures, the ability to pay attention to details, and, of course, dispute resolution.
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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.
Component Two:
	Actions for Hotel Representation
	Operational Smoothness Measures
	Effectiveness of Plan
	Contingency Plan for Future Scenarios

	Maintaining professional image and adhering to brand standards
	Ensuring adherence to standard operating procedures and clear communication
	This approach sets a good impression on guests, assuring them they're in capable hands. It minimizes service disruption by sticking to established procedures and maintaining open communication
	Create a detailed "first-day guide" for new hires, outlining procedures to follow in the absence of a supervisor or manager (Hammer,2016).

	Proactive communication to keep guests involved
	Double checking booking details before guest arrival
	Proactive and meticulous practices prevent issues from arising and keep guests satisfied
	Regular training to prepare front desk staff to handle unexpected situations effectively (Tewari,2009).

	Technological development and adoption
	Utilizing technology for efficient management of reservations, check-ins, check-outs, and guest requests
	Familiarity with the hotel's management system allows for efficient and quick handling of most front desk operations
	Enhance the usage of technology to decrease human error (Hammer,2016)

	Effectively managing guest complaints with empathy, patience, and professionalism
	Effectively managing negative feedback
	Effective inter-departmental coordination ensures that all guest needs are promptly addressed, enhancing their overall experience
	Regular training on effective complaint handling and conflict resolution to equip all staff members with skills to handle difficult situations

	Inter-departmental coordination for seamless service delivery
	Maintaining good interdepartmental relationships
	Seamless service delivery is key to guest satisfaction
	Implement a system of regular inter-departmental briefings to ensure everyone is on the same page (Vallen,2014).




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 crucial for the smooth operation of the hotel industry as it provides a variety of software solutions that streamline all aspects of hotel operations, including managing reservations, check-ins, and check-outs as well as maintaining guest profiles, facilitating billing, and coordinating with various departments. Some of these solutions, in this case, are all related to improving operational efficiency by eliminating manual errors and providing all the services that the hotel industry requires. A PMS may greatly improve the visitor experience by digitally modernizing the operations, which will increase customer happiness and loyalty. (Vallen,2014)



	
Element 2 – Hotel reputation


	It is well known that a hotel's success can be readily and quickly impacted by several elements, including the level of service provided, the cleanliness of the accommodations, the effectiveness of the employees, and customer feedback. According to Feng (2015), positive guest experiences frequently result in positive reviews on a variety of websites, including social media, travel websites, and the hotel's own website. These reviews are essential for bringing in new clients and keeping hold of current ones. Delivering outstanding service consistently, responding to guest complaints right away, and actively managing online reviews are all necessary for maintaining a stellar reputation. Providing exceptional service consistently results in positive experiences, fosters guest satisfaction, and increases the likelihood of positive reviews and recommendations. As the primary factor affecting both client satisfaction and the hotel brand's reputation in terms of the quality of services provided, it is crucial to take this into consideration. (Feng,2015).


A good example to back up our claims is the Premier Inn, which has a lot of cleaning issues and thus the company faced problems in terms of maintaining its customer base as many customers complain about this especially during the pandemic and, they refuse to stay within the hotel. The cleanliness and maintenance of hotel rooms, common areas, and facilities significantly contribute to guest satisfaction and the perception of the hotel. (Cornell School of Hotel Administration, nd)

Being attentive to all issues relating to the demands of the guests and offering rapid answers helps to increase visitor satisfaction and good word-of-mouth for hotels with efficient operations and personnel that promptly responds to requests and enquiries from guests. Here, it's crucial to consider how to address customer complaints and resolve issues; doing so is essential for upholding a positive reputation. To do this, it all comes down to active listening, taking steps to close gaps and address initial problems, and attempting to resolve issues in a way that turns a bad experience into a good one. (Walker,2021).








	
Element 3 - Communication 


	Effective communication is also crucial for hotel operations, and it is well known that it can take many different forms when it comes to staff relationships and interactions with clients. Additionally, within the hotel and its operations, clear communication is crucial because it constantly ensures the delivery of seamless services (Tewari,2009). Proactive communication with visitors regarding their reservation information, hotel facilities, or anticipated problems can improve their experience. In this context of the specific environment, it is crucial to note that hotels now rely on social media platforms, communication tools, as well as their website because doing so allows them to build strong relationships with customers and communicate effectively. As a result, good communication can significantly increase guest satisfaction, encouraging repeat business and positive reviews. (Hammer,2016).

Feedback management: Effective communication involves both speaking and listening. It entails soliciting customer feedback and promptly addressing any pertinent issues to show the hotel's dedication to ensuring its guests' pleasure. Additionally, the hotel employees should constantly encourage guests to provide feedback so that the business can grow, expand, and provide better services. Another vital factor that is crucial in this situation is being open and honest with the clients about reservations, extra fees, and other changes. By doing this, trust can be developed, and future misunderstandings can be avoided. To make sure that everyone is on the same page, transparency is also essential within the team. (Cornell School, nd). Making eye contact with visitors, utilizing proper gestures, and keeping positive body language are all examples of non-verbal communication. It facilitates warmth and a welcoming atmosphere for visitors.

	
Element 4 - Staffing 


	

To ensure that the business runs well and that the customers are satisfied, staffing is crucial in hotel operations. This involves not only hiring the appropriate number of employees for each department but also making sure they are properly motivated, trained, and equipped to carry out their duties. As a result, it is crucial to develop effective recruitment strategies, as well as effective training, fair compensation, and employee engagement programs. Effective staffing strategies also include backup plans for dealing with worker shortages or periods of high demand. (Rutherford and O’Fallon,2011).
The guest experience may be greatly improved by a dedicated and skilled team, which will also improve the hotel's reputation and financial success. As a result of everything spoken above, it is crucial to note that the items listed are crucial to hotel operations. Each one contributes in a different way to the efficient operation of the hotel and the enjoyment of its visitors. A hotel can improve operational effectiveness, build its reputation, and ultimately succeed commercially by carefully managing these factors.
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