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When managing paperwork, a front desk clerk must be both approachable and efficient. Based on candidates' claims of front-desk experience, prospective employers determine if they possess the credentials necessary to contribute to the company's daily operations. Your chances of landing a front desk job may improve if you are aware of the talents required for the position and the reasons why companies respect them. Front desk abilities, according to Shin et al. (2019), are those that are helpful in the office or other customer service environments. 

You are expected to possess both hard and soft abilities in technology, communication, and time management. Many occupations rely on front desk abilities on a daily basis, including secretaries, hotel desk clerks, customer service representatives, and receptionists. When applying for positions, it is advisable to show prospective employers that you have experience working in a variety of front desk roles.

Some of the essential abilities needed to operate at a hotel front desk include:
· Personal Interaction: You'll interact with managers, staff members, and clients a lot as a front desk agent. You'll need to change the way you talk to them because of how important this part of the job is. Since they demonstrate a candidate's potential to interact with customers from all demographics, interpersonal communication skills are highly prized by front desk recruitment managers (Reilly, 2018). This benefits the company's reputation.
· Written communication: The front desk employees must use good language and spelling when writing professional emails, memos, and other business materials. The office manager may, for instance, ask the receptionist to contact a business partner to let them know about future activities and set up a meeting. Employers want candidates for front desk positions with strong written communication abilities since they may be expected to produce papers for distribution to important parties.
· Listening Skills: The method of showing attraction in the narrator by subtle oral gestures, informal signals like nodding, smiling, and eye contact is one description of active listening. In order to provide exceptional customer service as well as understand instructions, front desk staff members often communicate with both customers and coworkers (Akgunduz et al., 2022). The ability to attentively listen makes the speaker feel valued and heard. Hotel front desk staff members actively listen to clients' complaints to reassure them that they are being heard and respected..
· Little Detail: Paying close attention to detail is a crucial soft skill since front desk employees must be precise in their work. One of the receptionist's responsibilities can be to pass along caller messages to bosses or other staff members over the phone. They should give specific information so that the receiver may get in touch with them later. Front-desk staff must pay close consideration to detail while inputting and verifying computerised schedules in order to avoid any misconceptions.
· Scheduling: For business operations, front desk workers use a technical competence termed the capacity to create, maintain, and manage digital plans or schedules (Okumus et al., 2017). Together with the office manager, they plan meetings, business excursions, product deliveries, employee assessments, and employment interviews. Candidates that include scheduling as a strength on their resumes are seen as highly organised, capable of meeting significant deadlines, and able to maintain focus on significant activities.
· Tricky-resolution: If you work at a front desk, you need to be able to spot issues and offer solutions immediately. To do this, you must have good problem-solving abilities. To ensure the smooth running of any firm, this competence is necessary. When the copy machine, for instance, keeps printing just half a page, the office assistant consults the handbook. They do several tests before choosing to alter the print mode.
· Customer Service: To keep their customers' or clients' pleasure, the front desk staff must excel at offering great customer service (Dewi et al., 2021). If a client is unsure of where to start and wants to know how to update the software they purchased from the business, they can call the receptionist. Front desk agents helps them by referring them to the IT department for further in-depth assistance.
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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?


	coordinating tasks according to importance.
	This will make it easier to do the important jobs first and deal with the lower priority ones afterwards.
	This is something I would take into account to make sure that all deadlines are reached.
	I would make certain that workers who put in extra hours are treated fairly. 

	Recognise the needs of the visitors.
	This will enable me to customise services to the needs of the visitors.
	This would work well because a successful hotel business depends on satisfied customers.
	I would make sure that extra goods and alternatives were available to provide to dissatisfied visitors.

	Make good use of technology.

	This will prevent us from being late for service and save us time.
	The hotel sector would benefit from this tactic since satisfied customers are more likely to become repeat customers.
	When adopting such automation, we may have backup devices and other offline techniques on hand.

	giving staff employees accurate briefings.

	As a result, employees would become more effective since their given responsibilities would be clear.
	This strategy would be successful since a fixed minded employee will function efficiently.
	I would prepare a list and put it in the billboard so that employees can look at those whenever they feel confused.

	learning about the local region. 

	I could simply acquire the goods I need thanks to this.
	Interacting with guests' inquiries will benefit from local knowledge.
	A leaflet listing the activities available in this area would be kept by me.



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 system (PMS), which serves as a centralised computer system, oversees the day-to-day operations of a lodging facility (Kimes, 2016). Depending on the programmer, it could be able to control not just bookings but also front and back office duties, channels, guest communication, chores, and maintenance. 
Key features of the PMS system include automatic, professional emails sent on the owner's behalf, pre-stay and post-stay guest communication, and pre-stay and post-stay guest correspondence. An integrated CRM system is crucial for keeping track of visitors' preferred methods of contact as well as significant milestones like birthdays and anniversaries. The software of an effective property management system may allow for the tracking and even payment of direct reservations made by visitors (Kimes, 2016). 
The front desk administration module enables employees to rapidly assign rooms, welcome and dismiss guests, and manage payments. To manage room availability, revenue, online channels, and yield management, an efficient property management system (PMS) should interface with a channel manager (Buhalis & Leung, 2018). This will help to maximise occupancy rates. 
They may boost the likelihood of receiving direct reservations and full up their rooms by making certain the property is well promoted and integrated with as many equipment as they can. selecting a software supplier who combines these components into their property management software and provides extra marketing services to help their clients.
Tools for managing maintenance and housekeeping scheduling are additional components of a property management system that help to reduce downtime for visitors during cleanings and repairs.


	
Element 2 – Hotel reputation


	One aspect of maintaining the hotel's internet reputation is keeping an eye on and maybe shaping customer reviews and additional remarks made about your establishment. The bundle consists of a number of linked tasks, such as social media engagement, search engine optimisation, and more (Rialti et al., 2023). 

You might be able to build connections through social media platforms with prospective attendees and event coordinators. The profiles may be used to persuade visitors that their accommodations are secure and that businesses are abiding by all applicable health and safety regulations. Maintaining consistency is essential to attracting and retaining your target viewers of planners and consumers because there is so much data accessible on every social platform (Rialti et al., 2023). 

If you do not want to get left till last in the rapidly evolving digital world, keeping your currency current is essential. It's important to emphasise what you're doing to assist clients and staff, what actions you're taking to maintain the workplace tidy, and, if applicable, your long-term goals even in challenging circumstances. Building a positive internet reputation for your hotel will be made easier by responding to reviews given by visitors and meeting organisers on sites like Yelp, TripAdvisor, and Google Reviews. 

As a follow-up, send an email to the event's organisers and past visitors asking for comments. You should post links to your survey or profile on review sites like Yelp and TripAdvisor. Your website might benefit from a testimonials page that allows you to gather comments and evaluations from satisfied customers.

The effectiveness of a hotel in the market might be greatly influenced by its internet reviews.


	
Element 3 - Communication 


	Customers' satisfaction is essential to the hotel and hospitality industries. The income of the hotel, the satisfaction of its guests, and the morale of its staff may all suffer if management and workers are not collaborating successfully. Modern communication techniques might make hotel guests happier and operations more effective.
Invest in a cutting-edge internal communications system that connects with remote employees via mobile devices and sends messages via digital channels (Leung, 2019). By doing this, it will be made sure that every employee, regardless of location or activity, is aware of any developments about the company. 

In order to provide customers with a satisfying stay, hotel staff members must be able to effectively communicate with one another. Hotels are urged to use a range of communication methods when issuing important notifications. With its aid in message reinforcement, the likelihood that your audience will remember what you say increases. The more frequently a message is delivered to employees, the more probable it is that they will internalise it and take action (Leung, 2019). 

Keep emergency communications in mind when you create and execute new internal communication techniques. Be ready for communications that may be sent to you that are both urgent and less urgent. You can use this to summon the staff immediately in an emergency as well as to provide normal, daily information. Two-way communication between management and staff is crucial because it promotes trust, assures candour, and alerts senior management to problems that could otherwise go unnoticed.

Hotel managers must be able to communicate verbally and in writing with their team members and customers. They should also be outstanding listeners, have strong interpersonal skills, and be able to effectively use a variety of communication methods.

	
Element 4 - Staffing 


	The hotel requires a wide range of positions with various degrees of expertise. As a result, employee training requirements come in a wide variety. The ability to effectively communicate is a skill that managers must master. By maintaining such open contact, they might help to foster a nice environment for both hotel customers and other staff.

Each individual will have different training needs depending on their specific work responsibilities. Depending on their degree of seniority, employees will need different types and amounts of training to improve their abilities and productivity at work (Lee et al., 2015). Restaurant staff training should focus on food service, order-taking, and menu knowledge since these abilities will let servers confidently answer customers' queries and provide helpful recommendations. The front desk employees at the hotel serves as the ideal case study for how the training program has to be improved
. 
Provide them with rigorous training in topics including greeting and checking in visitors, phone manners, personal appearance, and treating upset clients as they will be in contact with guests on a regular basis (Lee et al., 2015). Make sure your bartenders know how to make drinks properly and serve them to customers. This may involve teaching wine and cocktail making techniques, depending on the hotel bar. It's important to educate bartenders on the risks associated with serving alcoholic beverages.
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