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The key skills to work on the hotel front desk is a good communication, to be multitask and have great customer service skills. I have realised that I have to be organised, and to be able to work under pressure, I need to have basic computer skills, to be able to handle cash and credit card transaction, and to have knowledge of the hotel’s policies and procedure.
I need to have a professional appearance and to be able to maintain a calm and friendly attitude.
I learned that guest complaint and requests need to be handle with tact and diplomacy and is also important to have a good memory to remember important details about guests and their preference, and another important thing that I learned is that if you now multiple languages is a plus in front of the guest.
I learned that I have to be able to work flexible hours, including the weekends and holidays, to have great communication skills to be able to work in a team, to be a part of the team, and to have a positive attitude. I realised that the needs of the customer are the most important thins working on the hotel front desk, the confidential information need to be handle with discretion and professionalism.
As an employee that is working on the hotel front desk, I have to be able to adapt to changing situations and to be wiling to take additional responsibilities as needed. I learned that I need to have a good understanding of the hotel services and amenities, as well as local attractions and restaurants because I need to be able to provide recommendations to guests and assist them with making reservations.
As a front desk employee I have to be able to handle emergency situations and to know how to contact the appropriate member of staff. I learned how to operate basic office equipment such as computers, printers, and telephones. I learned that I have to be able to maintain a clean and organised work area, and to be able to perform other duties as assigned by management.
In conclusion this are the main skills to work on the front desk, I learned that the guest is the most important, and a good communication is important as well.
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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?


	First I will remain calm an professional, I will greet the guest with a smile and ask them how can I help them.


	i will prioritize my task based on their urgency and importance.
	Because I prioritizes the needs of the guest and focused on providing excellent service in a professional way.
	Cross-train team members: ensure that all the team members are trained to do each other’s duties 

	
i will be attentive to their needs and I will take time to listen to their concerns.

	Answer phone calls promptly, and respond to guest requests in a timely manner.
	by anticipating guest needs and having solution ready, I can prevent problems before they occur.
	a clean communication plan: team members know how to communicate with each other in the event of an emergency or unexpected absence.

	
I will maintain a positive attitude and stay focused on providing excellent service to all guest

	I should keep accurate records of all transactions, and maintain the front desk in a clean and organised area
	by keeping accurate records and communicating effectively with other team members, I can avoid misunderstandings.
	

	


	
	
	

	


	
	
	



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)


	







	
Element 2 – Hotel reputation


	







	
Element 3 - Communication 


	







	
Element 4 - Staffing 
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