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For a hotel to retain customers, apart from the beautiful building that provides shelter for guests, people who work in the front office must provide exceptional services.
Front desk is the main area where a customer journey starts and ends. Depending on how front office employees handle different situations, customers will leave the building showing enthusiasm, happiness or disappointment on their faces. The term "front desk skills" refers to a broad range of interpersonal and technical abilities. (Indeed Editorial Team, 2023). As the receptionist is the person who greets the guests and have the first contact with them, a vast mixt of soft skills are extremely important to be well developed.  Maiby the most obvious trait is being hospitable demeanour. (Access4Anele2Revf, 2022). Soft skills like multitasking and being able to keep calm under pressure situations are verry important when working in this field. (SwipedOn, 2021). When problems occur, the front desk team must show a wealth of tact and consideration, and understanding and reading people is the key to find solutions. Diplomacy as well is extremely important while dealing with customers. A vital skill emphasising the problem-solving area, is the ability to create a bridge between customers and the company, by balancing each one’s needs. Communication skills are extremely important when considering a job within a hotel in the front desk. Punctuality is another skill that must be developed while working in this field along with other skills like presenting well in front of customers. (SwipedOn, 2021). Excellent writing skills are required as a receptionist must take notes while talking to customers, sending emails and many other tasks involving write. Since front desk employees complete a variety of precise tasks, attention to detail is a crucial soft skill. For instance, front desk staff members must communicate information to management or other company personnel by taking phone messages from callers. In order for the recipient to call them back later, they must include the correct contact information. Front desk staff members must pay close attention to detail when entering and checking digital schedules to make sure the times and dates are accurate. (Indeed Editorial Team, 2023)
Apart from a variety of soft skills that a front desk employee must have developed, hard skills are indeed important and contribute to the totality of qualities that the employee must have. Hard skills are represented by the technical abilities needed for a particular position. They are learned skills that can be developed through experience and education. (Kagan, 2019).  For a person who works in the hospitality industry as a front office employee, the most important hard skills required are computer software knowledge, data analysis, copywriting, computer programming. As a receptionist is using most of the time the computer, all these skills are essentials. When working as a front office employee, answering the phone is another task. Making a reservation over the phone requires the employee to be able to understand the customers’ needs and as well is a must to be able to sell the room, and here comes skills like accounting, sales and marketing. 
As well as a front office employee, the responsibilities are well established and being in contact with different nationalities, is a plus to be able to speak at least one foreign language. 
Representing not only yourself as a employee but as well the company, a front office employee must present itself well and professional. Making customers and colleagues feel comfortable can be done by conducting yourself. Providing hospitality to the guests is the common goal that front office staff members have. (Bardi, 2011)
During the placement work, many soft skills had been developed while assisting front office employees at Premier Inn. Solutions found by the employees while different situations regarding reservations, or problems during customer’s stay with their room, provided a better understanding regarding problem solving skills who must be admitted that it would have been quite a challenge if handled by myself. Hard skills as well were developed as working on the computes with special software. After finishing placement, a multitude of soft and hard skills will be developed and will contribute to a better future employee in the hospitality industry.
In conclusion, front office represents the heartbeat of a hotel. (Patra, 2022). Even if the customer’s experience starts when booking a hotel, emotions kick in after stepping into the hotel lobby, while the contact with the receptionist will shape the whole experience from the beginning to the end of their stay. A high skilled front office operator will make guests feel welcomed, cared for, and will be able to handle any kind of situations. 
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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?


	Fallow the training received.


	Ensure that every employee knows what to do by checking deployment.
	As each employee has well established attributions, just checking if all is well will do. 
	Fallowing the training received.

	
Get help over the phone from associates if problems occur.

	Making sure that phone numbers are accurate, and someone is available to help in each situation.
	If problems are encountered, getting advice on the phone by other associates can be helpful.
	Ask questions if problems occur

	Get the jobs done in order.

	Prioritising jobs creates an understanding of what is urgent and what not.
	Close connection with the other departments can guide in case of emergency
	Fallow the process and stick to the tasks

	Do the job at hight standards while keeping the situation in control.


	Offer hight standard services to make customers happy.
	Happy and satisfied customers equal job well done.
	Making sure that the standards are achieved during the day by being a professional employee.

	Ensure that no hazards are created during the day.

	Communicate with housekeeping regarding safety of customers and employees.
	A safe place of work is required for any business and all team members must participate in anticipating any hazardous situations.
	Signal any problem that is or might happen and effectively communication between departments is crucial.



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)


	The most important tool when running a hotel is represented by using a Property Management System, known as PMS. Mohideen Moyeenudin et al (2018) states that PMS replace the paper registers, making the best data management software, as well aids in identifying employee expertise and growing business. It can be modified to accommodate visitor service requirements and offer access to all staff members with the appropriate privileges. Having a good Property system management is easing the team by taking away many tasks and helps in reducing the amount of paper wasted as all data are stored online. A PMS is extremely helpful by avoiding overbooking, as well improving time efficiency by helping employees with check-in and check-out, giving them time to focus more on guest experience. (Hotellauncher.com, 2017).  As well, a property management system connects the departments within a hotel, making communication easier, faster and safe. Automation of many common tasks as bookings, event planning, hotel inventory supply management and security and room lock are functions managed thru a PMS. (TechTarget Contributor, 2018).
Effective use of customers data held by a property management system can offer the best tips for employee in order to be able to offer special moments for them guests. (AltexSoft, 2020).  The fact that the PMS helps staff take better decisions based on real time reports is a real advantage for the whole business. (Hotellauncher.com, 2017). In summary, a PMS is the finest instrument for managing a hotel in a safe and efficient manner, enabling management to prioritise duties and complete them while concentrating more on improving the guest experience.


	
Element 2 – Hotel reputation


	
Hotel reputation is represented by the status or prestige that a hotel is known, especially on the online area. Managing to increase the hotel reputation leads to increasing revenue by attracting new customers and retaining the ones that was already booked with the hotel. Boley (2020) states that monitoring review websites, posting and interacting on social media, improving the searchability of your website, and other activities are all part of hotel reputation management. Maintaining a positive online reputation and engaging your audience are crucial if you want to draw in new clients and keep hold of current ones. Social listening is a fantastic tool for community engagement and reputation management. Helps to monitor what people are saying about the business online and allow staff to involve when needed. The hotel can keep track of when people mention or tag the company name on social media with the help of social listening tools, allowing management to quickly reply. (Localle, 2021). An article made by GuestTouch (2021) is stated that 85% of consumers trust online reviews as much as personal recommendations and 65% of consumers trust online search engines the most when conducting research on hotels. In conclusion, having the right tools in hand, hotel reputation is represented by the prestige of the hotel which can be monitored and administrated on the online platforms and is extremely important as, depending on what other people think and say about your hotel influence other people who may choose to use your services or not, which directly affecting revenue.  

	
Element 3 - Communication 


	Communication is defined as the process of understanding and sharing meaning (Pearson & Nelson, 2000). The four types of communication are verbal, non-verbal, writing and visual. In the hospitality industry communication is extremely important in order for the business to function. From managers to colleagues, customers and partners, communication is the key to run smooth a business. When discussing about verbal conversations, there is several factors that are involved in order to be able to have a effective communication, and these are clarity of message, calamity of the speaker and interlocutor, interest for the subject.(Agrawal, 2016). 
For the other side of the coin, miscommunication is the bad part, leading to errors, wrong message, misunderstanding and others issues. For example, at check-in, the receptionist is busy with paperwork and does not properly listen to what the guest is asking. A situation like this, when someone is not active lessening, leads to a non-effective communication, missing important details and ruining the guest experience by not paying attention.
Regarding non-verbal communication, body language, face expressions and gestures contributes to rent or receive a message. (Agrawal, 2022).
Writing conversation is the safest option when discussing the subject overall, as all the words remain stored and can be used later as prove or reminder. Sometimes, the easier way to send a message is thru pictures. Visual aid is useful and in hand and the message is mostly straight forward. In conclusion, communication is the key tool in hospitality industry, and as long as is effective; is the main connection between people.


	
Element 4 - Staffing 


	
Staff is described in the Cabridge Dictionary (N.D) as the group of people who works for an organisation. In the hospitality industry, even if many companies are introducing artificial intelligence like smart appliances, staff are essential in order to keep the business run. Many customers book hotels just to find accommodation for them time away from home, but there is guests who buy services from hotels for new experiences, for creating memories, for exceptional services. Staff in a hotel, from housekeeping team to general managers, they all work in providing the best experience possible for guests, providing revenue for the business and getting their wages. Managing to get customers to came back, staff must go above and beyond when offering their services. Customers tends to book with hotels whose staff make them feel welcome and special. (Bashar Wali, 2017). Getting the right people and offer them proper training, creates a team who will be able to offer great services in order to achieve the company’s goals. All the departments within a hotel needs staff to function. Emphasizing on the front office and housekeeping team, the people that contribute to the guests experience and have the possibility to enhance it, are the staff hired to work within these departments. Based on them experience, and skills, customers will return or not at the same property, leading to direct impact on the over wall business in regards economic factors and the reputation that the hotels have. (Mark Harmon, 2017). In conclusion, the hotel staff are the ones who shape guests experience by going above and beyond, creating memories and offering outstanding services, being considered the soul of the business.
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