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	A certain set of abilities that go beyond basic customer service are needed to work at a hotel front desk. A hotel front desk employee is the first point of contact for visitors and is in charge of making sure they have a good time from check-in to check-out. The position requires a high degree of organisation, problem-solving, and communication skills. The critical competencies needed to operate at a hotel front desk will be covered in this article (Law and Jogaratnam, 2015).
First of all, communication is essential for everyone working at a hotel front desk. Effective communication skills with visitors, co-workers, and management are a must for front desk staff. To transmit information properly and effectively, they should have great verbal and written communication abilities. They should be able to actively listen to visitors' needs, concerns, and feedback, display empathy and patience, and offer suitable solutions. To guarantee that visitors' demands and wants are handled in a timely and effective way, they should also be able to communicate effectively with other departments (Doswell, 2013).
Second, being organised and having the ability to multitask are essential talents for the front desk role. The ability to manage check-ins, check-outs, reservations, billing, and visitor enquiries is a must for front desk staff. They must be well-organised and detail-oriented to make sure that all visitors' information is correctly documented and simple to find. To guarantee the efficient functioning of the hotel's front desk operations, front desk staff members should feel at ease working in a fast-paced, high-pressure atmosphere. They should also be adept at time management and job prioritization (Arnaldo, 2016).
Finally, front desk staff members need to have the ability to solve problems. Throughout their stay, hotel visitors could experience problems, and the front desk staff's job is to promptly and successfully fix them. Agents at the front desk need to be proactive in seeing and fixing issues and should have sound judgment and critical thinking skills. To guarantee visitors' pleasure, they should have the ability to act quickly and offer suitable answers.
Last but not least, success in a front desk position requires a cheerful outlook and a customer-focused approach. Front desk staff members should want to assist visitors and go above and beyond to meet and exceed their expectations. They ought to be hospitable, approachable, and friendly to make the space seem cosy and pleasant for visitors. To provide visitors with tips and guidance to improve their experience, front desk staff should also have a thorough awareness of the hotel's services, facilities, and nearby locations (Eyster, 2017).
The academic or conceptual comprehension of a certain subject is referred to as theoretical knowledge. The comprehension of the underlying principles and ideas of hospitality management, customer service, and operations is considered theoretical knowledge in the context of the hospitality sector.
Although theoretical comprehension is necessary for professionals to build a solid grasp of the industry, it is frequently insufficient to succeed in practice. Success also depends on having real-world experience and being able to use academic knowledge in practical settings (Siguaw and Enz, 2014).
Understanding and putting into practice best practices in hospitality management is one approach to putting theoretical knowledge to use in the hospitality sector. For instance, customer service theories and models may be put to use in actual settings to increase customer happiness and loyalty. Hospitality workers may build successful tactics to produce a great visitor experience by having a solid understanding of ideas like emotional labour, service recovery, and customer engagement.
Creating original answers to industry difficulties is another approach to putting academic knowledge to use in the hospitality sector. For instance, optimizing pricing tactics, boosting revenue, and enhancing profitability are all things that can be achieved by hotels if they comprehend the notion of revenue management. Similarly to this, understanding digital marketing principles may aid hospitality firms in expanding their clientele and raising brand recognition (Enz and Siguaw, 2013).
The utilization of theoretical knowledge in the hospitality sector is essential because it helps professionals to enhance the standard of operations and services, which in turn promotes greater customer pleasure and loyalty. The ability to propose creative solutions to industry difficulties is another way that theoretical knowledge may help hospitality organisations stay competitive in a field that is always changing.
In conclusion, success in the hospitality sector depends on using theoretical knowledge. Professionals need to have a fundamental grasp of operations, customer service, and hospitality management as well as the aptitude to apply this knowledge in practical settings. By doing this, they may come up with smart plans for improving the visitor experience, boosting income, and surviving in a market that is always changing. A mix of communication, organisation, multitasking, problem-solving, and customer-focused abilities is needed for front desk jobs at hotels (Joseph, 2015).
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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 a quick resolution of this scenario in the future?


	As the front desk associate, I would strive to maintain a positive and professional demeanour when interacting with guests, colleagues, and other stakeholders.

	I would establish open lines of communication with colleagues, including housekeeping, maintenance, and management, to ensure that any issues or concerns are addressed promptly and effectively.
	It focuses on clear communication by establishing open lines of communication with colleagues and guests, I can quickly and effectively address any issues or concerns that may arise during my shift.
	Cross-training: I would work with my manager to ensure that all front desk associates are cross-trained on essential tasks and procedures, such as managing reservations, processing payments, and addressing guest concerns.

	I would prioritize providing excellent customer service to guests by actively listening to their needs, concerns, and feedback, showing empathy and patience, and providing appropriate solutions (Enz, 2015).

	I would prioritise and organise my tasks for the shift to ensure that all essential duties are completed efficiently and effectively.
	It prioritises organisation and attention to detail by prioritizing and organising my tasks, paying attention to detail, and keeping a record of outstanding tasks or issues.
	Document procedures: I would ensure that all essential procedures are documented in detail, including step-by-step instructions and troubleshooting guides. This would ensure that any team member can refer to the documentation and quickly resolve any issues that may arise.

	A clean and organised front desk area creates a positive first impression for guests. I would ensure that the front desk area is clean and organised.

	I would pay close attention to detail when completing tasks, such as managing reservations, processing payments, and maintaining guest records, to ensure accuracy and avoid errors.

	It emphasizes time management by managing my time effectively and avoiding distractions, I can ensure that all tasks are completed within the allotted timeframe, reducing stress and increasing productivity (Jayawardena et al., 2013).
	Establish a communication protocol: I would establish a clear communication protocol for team members to follow in the event of an unexpected absence.

	I would ensure that my appearance and behaviour reflect a high level of professionalism, by the hotel's dress code and policies.

	I would manage my time effectively to ensure that all tasks are completed within the allotted timeframe.
	It promotes flexibility and adaptability by remaining flexible and adaptable to changes in guest demands and unforeseen issues, I can take a proactive approach to problem-solving and find effective solutions promptly.
	Develop a contingency plan: I would work with my manager to develop a contingency plan that outlines specific actions to be taken in the event of an unexpected absence.

	I would regularly review and familiarize myself with the hotel's policies and procedures to ensure that I am providing accurate and consistent information to guests.

	I would remain flexible and adaptable to changes in guest demands, staffing requirements, and unforeseen issues that may arise during the shift. This would involve taking a proactive approach to problem-solving and working collaboratively with colleagues to find effective solutions.
	This can help to prevent problems from escalating and ensure that guests' needs are met promptly.
	This could include calling in additional team members, adjusting schedules, or providing support remotely (Sturman et al., 2013).



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 is one of the essential components needed for efficient hotel operations (PMS). Hotel managers may manage and arrange different parts of their establishment, such as guest reservations, room availability, housekeeping schedules, and billing, using a property management system (PMS).
The PMS acts as the hotel's main information centre, enabling personnel to access real-time data and plan operations with knowledge. Managers may increase departmental communication, eliminate mistakes, and streamline operations using a PMS (Geller and Schmidgall, 2014).
For a PMS to be successful, it has to incorporate several essential components. First and foremost, it must have an intuitive interface that is simple to use and straightforward to explore. This guarantees that employees may easily get the data they require to carry out their jobs.
A PMS should also offer real-time updates on reservations, guest preferences, and hotel availability. As a result, personnel can respond to requests and modifications quickly, improving the visitor experience.
Lastly, a PMS should have strong reporting features that enable managers to create in-depth reports on revenue, occupancy rates, and guest comments. Managers may use these reports to find areas for development and make data-driven choices (Geller and Schmidgall, 2014).
To maintain smooth operations, a PMS should be able to interact with other hotel systems, such as point-of-sale (POS) systems and housekeeping management software.
In general, a PMS is an essential part of hotel operations, giving management the resources, they need to effectively run their establishment and provide visitors a good time.

	Element 2 – Hotel Reputation

	The upkeep of a strong hotel reputation is another vital component necessary for effective hotel operations. The success of a hotel may make or destroy the company since in the hospitality sector, reputation is important.
Hotels must concentrate on delivering excellent guest experiences if they want to keep their good name. Offering great facilities, kind and competent employees, tidy and comfortable accommodations, and timely and polite service are all examples of how to do this (Enz, 2014).
Managing customer reviews and comments is another essential component in preserving a good hotel reputation. The choice of a guest to book a hotel is heavily influenced by internet reviews and ratings in today's digital era. Hotels must thus keep an eye on their internet reputation and react to any unfavourable reviews in a timely and professional manner. Hotels may show their dedication to patron pleasure and establish a solid reputation by responding to complaints and taking action to enhance visitor experiences (Kimes, 2017).
Hotels can also spend money on marketing and branding initiatives to enhance their reputation. This includes creating a distinctive visual identity, highlighting the hotel's special facilities and features, and utilizing social media channels to interact with visitors and encourage good reviews.
In conclusion, keeping a good hotel reputation is a crucial component of successful hotel operations. Hotels may build a solid reputation and draw in new customers by giving outstanding guest experiences, handling internet reviews, and spending money on marketing and branding initiatives.

	Element 3 - Communication 

	Another essential component necessary for the efficient functioning of a hotel is clear and concise communication. Communication is critical to ensuring that operations run smoothly, developing solid connections with visitors, and establishing a great work environment for staff members (Siguaw and Enz, 2013).
The staff members at the hotel need to have clear communication with one another to fulfil the needs of the guests promptly, clean the rooms promptly, and resolve any issues or complaints promptly. This necessitates the utilization of efficient communication methods and procedures, including but not limited to two-way radios, messaging applications, and regular staff meetings (Rutherford, 2021).
Communication with visitors is just as important as communication within the company, and it should be treated as such. To provide visitors with information on the hotel's policies, services, and facilities, the employees at the hotel must be able to interact with customers in a manner that is both clear and professional. This involves making sure that employees are knowledgeable in many languages so that they can communicate effectively with guests from a variety of nations and cultures.
Last but not least, one of the most important components of good communication is attentively paying attention to the requirements and concerns of visitors. This involves a compassionate attitude, tolerance, and a willingness to go the extra mile to ensure that the needs of the visitor are met (Deroos, 2013).
In general, efficient communication is an essential component of running a successful hotel. It enables the employees to work together smoothly, cultivate strong connections with customers, and give great service.


	Element 4 - Staffing 

	Effective staffing is the last crucial component needed for successful hotel operations. Recruiting, hiring, training, and managing workers who work in the hotel's many departments, such as housekeeping, food and beverage, and front desk, is referred to as staffing.
The proper mix of full-time, part-time, and seasonal employees is one of the most important aspects of efficient staffing. Another important aspect is making sure that employees have the knowledge and experience necessary to carry out their tasks. Regular performance reviews, chances for continued learning and growth, and unambiguous job descriptions and objectives are necessary for this.
Maintaining a pleasant workplace culture is essential to efficient staffing. This entails developing a welcoming and inclusive workplace culture, offering just pay and benefits, and making sure that employees have the tools they need to do their tasks well.
Last but not least, efficient staffing includes ensuring that personnel levels are suitable for hotel occupancy and demand. For the hotel to have the people on hand to meet peak times and unforeseen swings in demand, accurate scheduling and forecasting are required.
In conclusion, efficient staffing is an essential component of successful hotel operations, allowing hotels to draw and keep top talent, offer customers outstanding service, and foster a healthy workplace culture. Hotels can make sure they have the resources needed to deliver outstanding service and foster growth by giving effective staffing practices priority.
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