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	A hotel's front desk is a dynamic and important division that calls for a wide range of essential talents. Front desk staff must be strong communicators, excel at providing excellent customer service, be highly organized, know how to use technical systems, and be able to multitask and solve problems in order to ensure smooth operations and deliver exceptional customer service. Success in this fast-paced setting also depends on cooperation, attention to detail, cultural sensitivity, and excellent stress management (Olimovich et al., 2020). The following fundamental competencies are necessary to operate at the hotel front desk:
Skills in Communication: For front desk staff to engage with customers, coworkers, and other departments effectively, effective communication is a need (Bardi, 2010). They must communicate effectively, listen intently, and present information precisely. Nonverbal signals, such body language and facial expressions, are also used in communication skills to show professionalism and attention (Vallen and Vallen, 2014).
Customer service: The front desk workers represent the hotel and are key to delivering first-rate customer service. They need to be welcoming, personable, and sympathetic to the wants and interests of visitors. They must to be able to respond quickly to difficulties and address complaints from clients, guaranteeing client happiness (Solomon, 2018).
Organizational skills: For front desk employees, the ability to manage many duties at once is essential. They must efficiently manage bookings, check-ins, check-outs, and enquiries while maintaining accuracy and attention to detail. Strong organizational abilities enable them to handle administrative responsibilities, prioritize activities, and efficiently manage their time (Vallen & Vallen, 2012).
Technical Competencies: Front desk staff members need to be adept at utilizing hotel administration software programs as OPERA, MARSHA, MGS, Guest Ware, and Hotelier. Check-ins, bookings, room assignments, and the maintenance of visitor information are all made easier by these technologies. Knowing how to use these software programs facilitates effective operations and improves the visitor experience (Hammer, 2016). Problem-Solving Skills: Hotel front desk employees frequently run across a variety of difficulties and unforeseen circumstances. They must be able to react fast, analyze issues, and come up with workable solutions. They can handle customer complaints, settle disputes, and make judgments in a hurry thanks to effective problem-solving techniques (Tewan, 2009).
Multitasking: People who work at front desks frequently need to manage several things at once. They ought to be able to handle incoming calls, questions from guests, check-ins, and other administrative tasks concurrently without sacrificing effectiveness or client satisfaction (Johnston et al., 2012). Multitasking abilities help keep things running smoothly and guarantee that guests' demands are satisfied as soon as possible (Fallon and Rutherford, 2010).
Collaboration and Teamwork: Employees at the front desk work closely with coworkers from several areas, including housekeeping, concierge, and maintenance. To provide smooth coordination and improve the customer experience, they should work well together, exchange information, and express any unique requests or preferences from the guests. (Wood, 2013)
Detail-Orientation: For front desk operations to run well, meticulous detail-orientation is essential. Each and every detail counts, from correctly inputting visitor information to guaranteeing appropriate room allocations to giving precise billing information. For the purpose of preventing mistakes and upholding high standards of service, front desk workers should be thorough (Bardi, 2010). Hotel visitors from a variety of origins and cultures are frequently welcomed. Employees at the front desk should be attentive to cultural differences, respect other people's customs, and modify their communication and service style as necessary. This talent fosters inclusion and guarantees a satisfying visit for visitors from all backgrounds (Tesone, 2015). 
Stress management: The environment at the front desk, particularly during busy times, may be fast-paced and demanding. The front desk personnel must manage many check-ins, guest requests, and possible disputes while keeping calm and professional. The ability to manage stress is essential for maintaining productivity and providing outstanding service under duress (Hammer, 2016).
In summary, a front desk job in a hotel demands a variety of talents, including those related to communication, customer service, organization, technical problem-solving, multitasking, teamwork, attention to detail, cultural sensitivity, and stress management. The ability to perform in their positions and give hotel visitors a great experience depends on front desk staff members developing and perfecting these abilities.
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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?


	Make sure I'm wearing the proper uniform and keep a clean look while I'm dressed professionally
	Reviewing techniques: To achieve a thorough comprehension of everyday responsibilities, I am familiarizing myself with the front desk operations handbook and standard operating procedures.
	Because the plan includes a range of topics related to giving customers a great first impression of the hotel, including appearance, communication, expertise, problem-solving, and keeping a positive attitude. It guarantees that visitors' requirements are addressed and that their experiences are favorable by focusing on these crucial areas.
	Make sure front desk employees are versed in other hotel operations so they can fill in when necessary. 

	Welcome visitors with a welcoming grin and an air of professionalism.
	Prioritize your work: Decide which tasks are most important and then rank them in order of priority and urgency.
	Because delivering top-notch customer service is prioritized in the plan. It places a strong emphasis on attentive listening, timely enquiries, and effective problem-solving, all of which improve visitor satisfaction and the hotel's reputation.
	Maintain current contact details: To make sure they are reachable in case of an emergency or last-minute adjustments, compile a contact list for managers and supervisors.

	Actively hear: Pay special attention to the requirements, questions, and requests of the visitors and respond in a timely and correct manner.
	Reserving reservations: Ensure accuracy and make required corrections in the hotel's reservation system by updating and monitoring it. 
	
	Create a list of duties and procedures: Create a detailed manual that details the duties and obligations for each shift, providing clear instructions for staff members taking over.

	Have knowledge: I will get knowledgeable about the hotel's features, offerings, and nearby attractions so that I can provide customers useful advice.
	Check-in and check-out procedures: Process visitor arrivals and departures quickly, checking identities, collecting fees, and providing information as needed.
	
	Continue to revise the training plan: Maintaining staff employees' knowledge of new practices and technology through frequent training sessions would help them rapidly adjust to unanticipated circumstances.

	Quickly resolve problems: In an effort to go above and beyond their expectations, address any issues or complaints from visitors politely and quickly.
	Respond to phone calls: Callers are assisted and questions are answered in a timely and courteous manner.
	
	Create a buddy system: Encourage front desk staff to help and support one another during unplanned absences, promoting cooperation and teamwork.



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 use of Property Management Systems (PMS), which have several advantages, is essential in hotel management. Wood (2013) asserts that PMS simplify and automate procedures pertaining to bookings, room allocations, invoicing, and reporting for guests. They increase operational effectiveness, enhance visitor experiences, and boost hotels' general productivity. Bardi (2010) further highlights the value of PMS in centralizing visitor information. A thorough PMS unifies all visitor data into a single platform, making it simple for hotel personnel to view and update guest data. This single database makes it possible to provide individualized service and effective communication, which improves visitor happiness.
Fallon and Rutherford (2010) also emphasize how PMS help efficient reservation administration. They make it possible for hotels to accept and handle internet reservations, monitor room availability in real-time, and automate email confirmations. The reservation process is streamlined, mistakes are kept to a minimum, and proper hotel assignments are made thanks to this capability, which ultimately increases customer satisfaction. Additionally, Vallen and Vallen (2012) note that PMS are essential for optimizing cleaning and room assignment procedures. PMS enable the front desk to monitor room statuses, set priorities for cleaning jobs, and guarantee that rooms are open when guests arrive. This integration improves departmental cooperation, increases room turnover, and enhances the overall visitor experience. Tesone (2015) asserts that PMS track guest charges, automate billing and invoicing procedures, and produce precise financial reporting in terms of financial management. The seamless integration of accounting systems

	
Element 2 – Hotel reputation


	As it has a considerable impact on guests' perceptions, reservations, and overall performance, hotel reputation is a crucial component of hotel management. A solid reputation is based on a number of crucial factors that hotels must take into account. A study by Liu and Bai (2019) found that offering great customer service is one important component. Guest satisfaction and favorable evaluations are influenced by good encounters, individualized attention, and swift issue resolution. High standards for sanitation and hygiene must also be upheld. A spotless, well-kept house makes a good first impression and inspires trust in visitors. Additionally, attention to customer feedback and excellent communication are crucial in establishing a hotel's reputation. Hotels may increase trust and loyalty by actively interacting with their customers and resolving any issues they may have.

	
Element 3 - Communication 


	Since it has an impact on many parts of the guest experience and internal coordination, communication is a key component of hotel operations. Enhancing customer happiness, facilitating efficient operations, and fostering a good work environment all benefit from effective communication. Clear and succinct message is one of the most important aspects of communication, per a research by Kim and Lee (2021). Expectations are recognized and satisfied when information is properly communicated to visitors and personnel. Additionally, successful communication depends on active listening. The ability to deliver individualized and effective service is made possible by hotel staff's attentive attention to customers' requirements and concerns. Additionally, team members that communicate often and openly are more likely to collaborate, solve problems, and create a supportive workplace.

	
Element 4 - Staffing 


	The quality of service, customer happiness, and overall effectiveness are all directly impacted by staffing, making it a crucial component of hotel operations. Hotel management must take into account a number of essential factors for effective staffing. A research by Shabanpour and Noorizadeh (2021) found that effective recruiting and selection procedures are a crucial component. A proficient team is ensured by hiring qualified candidates with suitable experience and training. Additionally, comprehensive training and development programs are vital to give staff employees the information and abilities they need to carry out their duties. In order to satisfy service expectations and prevent understaffing or overstaffing problems, it is necessary to maintain proper staff-to-guest ratios and scheduling standards (Shabanpour and Noorizadeh, 2021).
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