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When people travel again, they want to feel as safe as possible throughout their hotel experience, and that experience starts with the front desk staff. Guests approach the reception staff to explain the new procedures and ensure that all hygiene rules are followed daily. Therefore, the front desk repetitively needs to have some key skills that will guide the travels of guests to make effective decisions and unites the opportunity the hotel offers to them.  
Communication skills - Excellent oral and written communication skills with a good voice on the phone are one of the most important skills for hotel front desk representatives. Ability to remain calm and well organized under pressure, when a hotel front desk representative will meet visitors from all over the world (Chalupa et al. 2021). The hotel front desk representative needs to speak multiple languages and is sure to mention them in the resume. The lobby may be the first thing hotel guests see when they check-in, but the first person they see is the front desk clerk. From answering customer emails to finding directions to local attractions, there are many front desk jobs that require effective written and verbal communication skills. Effective communication can determine the guest's choices and create a positive organizational image for the guest.
Problem-Solving Skills - Even the best hotels sometimes disappoint their guests. For this reason, employers want to hire proactive professionals who can think quickly and solve problems. Responding to complaints quickly and respectfully will turn bad reviews into good ones while preserving the hotel's valued reputation. As a receptionist, porters, or concierges, hotel front desk representatives probably don't stay in one place very often. Stay all day to help with check-in/check-out, baggage handling, and other activities (Shin et al. 2019). It needs to make sure that the hotel front desk representative can wear comfortable (clean, professional) shoes, but hotel front desk representatives need strong legs and core muscles. Hotel front desk representatives need to be active and monitor that the guests are not suffering from problems. Immediate action is needed to solve the problems in hotels as well as top guests.
[bookmark: _heading=h.gjdgxs]Detailed and organized- All multitasking can lead to piles of paper and lots of mistakes if not organized and detailed. Front desk jobs require monitoring the progress of multiple tasks, maintaining a clean and tidy workspace, and completing complex processes and procedures smoothly. Attention to detail is a skill hotel front desk representatives can add to hotel front desk representatives or resumes, showing employers that hotel front desk representatives pay attention to detail, spot minor mistakes, and deliver accurate, high-quality work (Olimovich et al.2020). As an example it can be observed that Aparthotel Adagio Glasgow Central focuses majorly on detailed planning and reporting to serve best services to the employees. This is a soft skill that involves learning new tasks and performing them carefully. Attention to detail is the ability to complete tasks and assignments accurately with attention to detail impressing the guest and it also helps to find out the solution in unknown situations. Detailed personnel are usually effective in identifying errors in processes.
Having Flexible schedules - Hotels and resorts are open 24/7 as Customers come and go all the time, so hotel front desk representatives need someone to help hotel front desk representatives at the front desk. In order to work at the front desk, hotel front desk representatives must be willing to work all shifts, including mornings, evenings, weekends and holidays. A hotel cannot function without guests. For this reason, guest service is the third most in-demand skill in hotel front desk representative jobs (Belias, and Trihas, 2022). Cheerful, friendly, efficient, punctual, and dedicated behaviors to solving problems left a positive impression on hotel guests. Face-to-face interactions may diminish over time, but receptionists are the first to call for help.
Computer Skills – Without knowledge of Microsoft Office software, a hotel front desk representative job is impossible to continue. Almost all possible jobs have basic computer skills, and some have more detailed requirements. Applicants of hotel front desk representatives with experience using hotel management software will be successful in front desk management in hotels (Bardukova, 2022). As many hotels are moving through the different phases of the pandemic reopening, some duties of frontline workers will change, resulting in less interaction with guests, more frequent disinfection of surfaces, and improved check-in and check-out technology.
Hence, it can be evaluated that Customer service skills that are included good behaviors, effective communication, and quick response to the guest’s problems can help to develop positive images of the hotel with patience and proper etiquette. This particular profession is the face of the institution, and employers are looking for people who take pride in this role and reflect their brand. Basic skills are important to make house guests feel comfortable.
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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?


	
It will ensure that all types of comfort will be provided to the guest in order to make them satisfied.

	To ensure guest satisfaction in the hotel and run the hotel smoothly, a front desk associate is responsible to make small details about the hotel arrangement that stay in the memory (Wang et al. 2023). Providing carpet, soft sheets, comfortable food, and quick responses can represent well to guests in a particular way. 
	The associate needs to be active all day as the manager is not present here to assist him. Proving comportment is the most expected criteria of a guest from the hotel. Moreover, satisfactory room services can help to impress the guest to book the hotel room twice (Olorunsola et al. 2023). 
	The risk will be taken down as the manager is not present for sickness 


	trained and skilled staff will be informed to take responsibility for their own and provide the services to guests in order to make them satisfied and comfortable with this hotel's services. 


	Trained staff will be provided to take care of the guest and they were also encouraged to do a little extra showing them genuine care will assist to bring them back twice to the hotel. Staff will be motivated to work with pressure for some urgency as the manager is not present and it is the first day of the front desk associate. The front desk associate will be open to learning from the staff as they know the procedures of the hotel in an effective way. 

	The second plan will be most effective when the individual staff will take responsibility for their open work. At the beginning of the shift, it will be informed that the front desk associate is new and the manager is not present for today, therefore, the services need to be more effective than usual. 
	at the very beginning of the shift, the important risk will be identified that can discomfort and creates hazards in the hotel 

	
Necessary equipment will be ready to give them comfort and determine their decision to take this hotel service twice (Negrușa et al. 2023)

	it will ensure that the necessary equipment for room services is available otherwise it can be hazardous for the front desk associate as the manager has called in sick. Most of the guests are the regular cable TV, saloon, pool, and gym, therefore, the arrangement is important for the well of guests.  
	The proper arrangement is necessary for in-room services, and kitchen services, to make them feel comfortable and show genuine care for them. Ensuring the effective arrangement in the regular cable TV, saloon, pool, and gym can mitigate the potential risk that can come in the absence of the manager. 
	which can impact effective or minutely that will be shorted for today and according to the risk the necessary solution will be ready 

	online payment method will surely make well presented to the guest as the most necessary service they want is an online payment method which is easy 


	The online presence will be increased by providing opportunities to pay online as many guests seek online payment methods to pay the bill to run the hotel smoothly. 
	It has been observed that in many unknown situations created by the guest in the meantime of payment for this reason online present or online methods of payment will be another most effective plan to proceed with the hotel operation as a front desk associate (Dang‐Van et al. 2023). There will be an opportunity for traditional methods of payment by cash, and online payment via card or by using any software. 

	the risk of in-room services, technical issues, lack of arrangement of necessary equipment, payment issues, and staff issues all are manageable and will be quickly resolved the problem in this scenario 

	
Technological advantages will be useful and helpful to satisfy the guest as well as it will be an impressive arrangement when a guest will suffer from lack of phone charger. 

	Technological advantages like WIFI connection will be rechecked as the manager is not present and all complaints about the room services and Wi-Fi connection be gathered at the front desk (Chen et al. 2022).
	The Wi-Fi connection can be another risk that impacts on the hotel organization. Therefore, in the absence of the manager, the front desk associate will ensure the Wi-Fi connection for the guest services. In addition to this, various types of USBs will be provided as many guests forget to bring the charger. 
	the plan will be shared and monitored effectively by the front desk associate  to ensure the quick resolution of this scenario in future 



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)


	
Hotel “Property management system (PMS)” has the potential to manage all aspects that are related to the business operations. These are included in the delivery of superior guest experiences to effective customer services. In the traditional methods for the hotel “Property management system (PMS)”, it is mainly referred to as a software that enables hotels or a group of hotels to operate the front office capabilities such as guest checking and check out methods, with booking reservation, room assignment, managing room rates and billing process. Therefore, the “Property management system (PMS)” is replaced by hotel management instead of paper-intensive procedures that are time-consuming. As mentioned by Snäll, (2023), hotel “Property management system (PMS)” technology has been evolving day to day well beyond the front desk management. However, the hotel “Property management system (PMS)” has become an important business operating system that helps to enable hotels in order to deliver significant guest experiences. In addition to this, “Property management system (PMS)” delivers a software platform that replaces the time interface with a spreadsheet-heavy process. Therefore, hotel's “Property management system (PMS)” integrates with the onsite services that positively impact on the guest's complete experience. Recently “Property management systems (PMS)” are used for a large hotel chain (Commey et al. 2023). As with these systems, hotels can monitor the booking status of rooms and control the reservation in a particular way. On the other hand, the “Property management system (PMS)” application is also useful for back office management in a particular way that is included in food and beverage services. 







	
Element 2 – Hotel reputation


	Hotel reputation is dependent on the management and the images that have been credited towards the guest. Additionally, it has been observed in the present situation that the online presence helps to create a brand image in the hotel industry. Therefore, a hotel can follow review sites, post and comment on social media; optimize the company site for exposure, and more. This means that a hotel's online reputation is critical to business and can have a significant impact on a hotel's ability to stand out from the competition (O’Connor, and Assaker, 2022). First, we'll cover some key tips on how hotels can effectively manage their reputation and optimize performance across multiple platforms and channels to attract guests and promoters. Next, hotel organizations look at some examples of key resources from around the world that offer reputation management to the potential guest. Social media allows brands to be heard visually and communicate directly with their followers. With rich content available across all social media channels, consistency is key to maintaining and building an effective community of planners and guests or audiences through groups or creating a page about the recommendation of suitable hotels. Hotel organizations should choose a tone that matches with the hotel organization brand and stick to it across all platforms (Fan et al. 2022). Social media platforms help to create a relationship with potential planners and guests. Using the hotel organization’s profile to reassure guests that the hotel organization’s space is safe and that health and safety rules are followed. Guests see you as a hotel expert, so send them updates on what's happening in the area and how the property is adapting. The digital landscape is constantly changing and it's important to keep up. It is important to observe how hotel organizations are helping their customers and employees through this crisis, what measures we're taking to ensure hygiene, and what hotel organizations are planning when the economy picks up again, if necessary.







	
Element 3 - Communication 


	Oral communication is the exchange of information using words and is the most common form of communication in hotels. It's the easiest way to share ideas, and if done right, misunderstandings can easily be avoided. Nonverbal expressions include everything from body language, tone of voice, eye contact, intonation, and facial expressions. Expressing thoughts is an important complement to verbal communication. Good non-verbal communication leads to better communication with less confusion and better understanding. Disseminating information through a variety of channels is an important way to present the information correctly and increase employee engagement (Zutshi et al. 2022). Create digital and mobile channels to reach all employees, including office workers. Communicate important news or changes verbally first to build trust and openness. Email us documents or other official materials so you don't get lost in the chat. There is information that is not urgent, but that all employees need to see and understand. Choosing the right medium for each piece of information you need to convey is an important point of effective communication. Encourage employees to share their opinions to strengthen two-way communication and build a corporate culture (Acampora et al. 2022). Asking for feedback helps build trust and high morale because the team knows you're active and listening. Having staff contact and can gain insight into issues that management may not be aware of. Hold informal weekly meetings to follow up on the past week's events, goals, and issues, and to get feedback and comments from employees. 







	
Element 4 - Staffing 


	Human activity or staffing in the hotel is actually carried out by two groups of employees. The first group includes operations leaders from the network department, and the second group includes specialists from the personnel department. A line unit is a unit directly related to the chain of command. Examples include reception, catering, housekeeping, and technical/maintenance departments. The hotel departments responsible for generating revenue are the front office and the hospitality department (Nikolskaya et al. 2022). Accommodation and food and beverage sales including catering for overnight for guests are controlled by the staff in a hotel. The staffing departments responsible for construction work are Housekeeping and Engineering/Maintenance. Housekeeping is responsible for maintaining the cleanliness and aesthetic standards of the hotel. Engineering/Maintenance is responsible for providing the hotel with air conditioning, lighting, mechanical, electrical, carpentry, electronics, and construction work. Shoppers buy only what menu planners need. Human relations, branch staff, technical labour law consulting, training, and related professional services are important in such a way that skills match the requirements of a particular position (Arici et al. 2023). The accounting staffs are responsible to prove the effective decision in the hotel organization. Some staff is a highly specialized field that deals with recruitment, selection, selection, placement, training, and development. All managers should be aware of the legal implications of hiring employees, whether or not they supervise their operations. The hotel industry needs a sufficient workforce to survive.
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