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Working at a hotel front desk requires a variety of skills to provide excellent customer service and ensure a smooth and efficient check-in/check-out process. Some of the key skills required include:
1. Communication Skills: Clear and effective communication is essential for answering guest questions, providing information about hotel amenities, and resolving any issues or complaints (Wong et al., 2017). In the hospitality industry, effective communication also plays a critical role in building strong relationships with guests. Staff who are able to communicate in a friendly and personable manner can make guests feel welcome and valued, which can lead to positive reviews, repeat business, and referrals. Overall, effective communication is a key factor in the success of hotel operations. It ensures that all staff members are on the same page, that guest needs are met, and that guest satisfaction is maximized (Basak et al., 2017). By prioritising communication skills and providing training to staff, hotels can enhance their operations and deliver a superior guest experience.
2. Customer Service Skills: A friendly, positive attitude and a willingness to go above and beyond to meet guests' needs and expectations are critical. Interacting with consumers in order to address their issues, answer their questions (Shin et al., 2019), and provide assistance with their requirements is the major responsibility of the representative of the customer service department. A customer service representative's day often consists of answering consumer emails and phone calls, as well as addressing any issues or concerns raised by customers.
3. Organisational Skills: Being able to multitask, prioritise tasks, and manage time efficiently are essential for handling a high volume of check-ins/check-outs, phone calls, and guest requests (Thongphut et al., 2023). A feeling of trust and professionalism may be established in the workplace via the development of organisational abilities. A trustworthy and in charge impression might be conveyed by a boss who is well-organised. Because of this, it is much simpler for him to earn the confidence of his customers and business partners (Rahimi, 2017). Having the ability to organise one's life properly might also assist relieve stress.
4. Attention to Detail: Ensuring that all guest information is accurate, reservations are properly entered into the system, and billing is correct requires a high level of attention to detail (Sitorus et al., 2023). Detail-oriented is a talent that may be included on a resume to show potential employers that I pay attention to details, recognise even little errors, and am capable of delivering high-quality work that is correct. This is a softer talent, but it implies I can learn new work tasks and do them attentively all the way through to the end.
5. Technical Skills: Basic computer skills, knowledge of hotel management software, and familiarity with office equipment such as printers and fax machines are necessary. Technical skills are the specialised knowledge and competence necessary to execute certain tasks and utilise specific tools and programmes in real-world circumstances (Van Merriënboer et al., 2017). They may be broken down into two categories: theoretical and practical. The information technology sector, business administration, healthcare, and education are just a few of the many fields and industries that demand a diverse set of technical abilities.
6. Language Skills: Bilingual proficiency in common languages spoken in the hotel's location can be a significant asset. Language skills are the abilities that enable me to convey my thoughts in a logical way and communicate with other people. They are also the qualities that allow me to speak effectively in different languages (Padungthein et al., 2023). Because I am using these talents, the information that I want to convey to the recipient will have greater structure and meaning as a direct consequence of my efforts.
7. Sales and Marketing Skills: Upselling hotel amenities and services, such as room upgrades, tours, and restaurant reservations, can increase revenue and improve guest satisfaction. It is possible for salespeople to have charisma, good communication skills, and organisational abilities (Kuo et al., 2017); yet, if they do not have a fundamental understanding of the product or service they are selling, all of these other qualities are useless. If a salesman does not have enough product expertise, then they have nothing to speak about with a prospect, and they do not have anything to sell them.
Overall, working at a hotel front desk requires a combination of excellent communication, customer service, organisational, technical, problem-solving, and sales skills to provide guests with a memorable and pleasant stay.
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – It is my first day as a front desk associate and my manager has phoned in sick. Create an action plan and answer the following questions.

	What am I going to do to ensure that the hotel is represented well to guests?
	How will operations run smoothly throughout my shift?

	Why would I consider my plan to be the most effective?

	What contingency plan will I put in place to ensure a quick resolution of this scenario in the future?


	1. Make sure all staff members are friendly, professional, and knowledgeable.
	Having friendly, professional, and knowledgeable staff members is essential for operations to run smoothly (Kuo et al., 2017). They should be trained in customer service and have the necessary knowledge to handle customer inquiries and complaints. They should also be able to clearly explain procedures and processes to customers, and be able to provide accurate and up-to-date information. 
	My plan would be the most effective because it would ensure that every staff member provides a consistent, positive experience for customers. By having friendly, professional, and knowledgeable staff members, customers will feel comfortable and confident in their interactions with the company (Romanillos et al., 2023). Additionally, this plan would give customers assurance that their questions and concerns are being addressed in the most efficient manner. 
	Develop a formal customer service process that outlines the steps for addressing complaints and issues quickly and efficiently. Set up a feedback system that enables customers to easily provide feedback on their experience with my product or service (Kandampully et al., 2018). Monitor customer feedback closely and respond promptly to any issues that are raised. 

	
2. Ensure the hotel is clean and well-maintained.

	Establish clear communication with all staff members. Ensure all areas of the hotel are regularly cleaned and maintained. Utilise a preventative maintenance system to identify any potential problems before they arise. Implement a system for tracking guest satisfaction and complaints (González et al., 2019). Develop and enforce a rigorous training program for all staff members. 
	My plan would be the most effective because it takes into account the importance of providing a safe and clean environment for guests. By focusing on the cleanliness and upkeep of the hotel, I would ensure that the hotel is not only presentable to guests but also free of any health hazards. 
	Create a comprehensive cleaning and maintenance schedule that is routinely reviewed and updated. Hire more janitorial staff so that the hotel is cleaned and maintained more frequently (Torlone, 2023). Utilise a quality control system that evaluates the cleanliness and maintenance of the hotel on an ongoing basis. Establish a system for collecting feedback from guests about the cleanliness and maintenance of the hotel. 

	
3. Listen to the feedback of guests and take any constructive criticisms on board.

	The best way to ensure operations run smoothly is to have clear procedures and protocols in place (Elhoushy et al., 2020). These should be regularly reviewed and updated as needed. Additionally, it is important to listen to the feedback of guests and take any constructive criticisms on board. This can help identify areas that need improving and can help prevent similar issues from occurring in the future. 
	By listening to the feedback of guests and taking any constructive criticisms on board, I feel that my plan can be the most effective because it encourages open dialogue between me and my guests. This dialogue allows me to understand the needs of my guests better, and to make any necessary adjustments to my plan to ensure that it meets their needs (Dash et al., 2021). 
	Create a feedback system for guests to provide feedback. This could include surveys, feedback forms, and comment cards. Establish a formal process for responding to guest feedback (Parapanos et al., 2023). This could include a designated team that reviews guest feedback and works with the appropriate departments to ensure any issues are addressed in a timely manner. 

	
4. Provide excellent customer service.

	The key to providing excellent customer service and ensuring that operations run smoothly is having well-trained staff who understand the company’s customer service policies and procedures (Kasavan et al., 2019). They should be able to respond to customer inquiries quickly and efficiently and be able to provide accurate information. Additionally, it’s important to provide customers with a pleasant and consistent experience across all channels, including in-person, phone, email, and social media.
	My plan is the most effective because it is focused on providing excellent customer service. It prioritises building relationships with customers, providing timely and accurate responses, and meeting customer expectations (Bharwani et al., 2017). It also emphasizes creating a positive customer experience, ensuring customers’ needs are met, and using customer feedback to continually improve services. 
	In order to maintain a high level of satisfaction among customers, it is necessary to devise an all-encompassing training programme for the personnel (Ampountolas et al., 2019). Create a management system for incidents that can promptly recognise and resolve any problems that may occur. Maintaining a regular schedule of checking and updating the feedback system will guarantee that it continues to cater to the requirements of visitors. 

	5. Address any complaints or issues quickly and efficiently.

	Have a clear system of communication between all departments and team members (Francis et al., 2018). This could involve regular staff meetings, email updates, or an internal messaging system. Set up a feedback system and encourage staff to speak up. This could involve surveys, anonymous feedback boxes, or suggestion boxes. Set clear expectations for staff and make sure they understand their roles and responsibilities. 
	My plan is the most effective because it addresses any complaints or issues quickly and efficiently (Wong et al., 2017). By doing so, customers will be more satisfied with their experience, which in turn will increase customer loyalty and help to ensure that the company continues to grow and succeed. 
	Establish a customer service team dedicated to resolving complaints and issues. This team should be available 24/7 and be trained to respond quickly and professionally (Basak et al., 2017). Establish a customer feedback system that allows customers to easily submit complaints or issues. This should also include an easy way for customers to follow up on their complaints or issues. Develop an internal system for tracking customer complaints and issues. 



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, or PMS for short, is a piece of software that allows hospitality organisations like hotels, motels, and vacation rental properties to manage their day-to-day operations more. In most cases, the PMS is comprised of a number of different modules that, when combined (Sitorus et al., 2023), assist in the management of things like guest bookings, check-ins and check-outs, room assignments, billing and invoicing, cleaning and maintenance, and more. A PMS simplifies and automates a large number of the time-consuming and labour-intensive operations that are connected with operating a hotel company, which is one of the key advantages of using such a system (Van Merriënboer et al., 2017). For instance, it may assist guarantee that rooms are cleaned and available for check-in at the appropriate time, and it can make the process of maintaining guest accounts and processing payments more streamlined. Tracking occupancy rates and bookings are two of the tasks that a PMS can assist hotels and other hospitality organisations with when it comes to managing their inventory of rooms and other assets (Padungthein et al., 2023). Integration with a variety of other systems, such as channel managers and online booking platforms, is another feature that is often seen in PMS and is considered to be quite advantageous. This connection helps to guarantee that reservation and availability information is synchronised across all platforms (Kuo et al., 2017), hence lowering the risk of overbooking as well as other difficulties. In addition, a PMS may give hotel managers useful insights and analytics that can assist them in making choices that are based on data. For example, it might give information regarding occupancy rates, revenue per available room (RevPAR), and other critical performance measures, which can assist identify opportunities for development and influence strategic decision-making (Romanillos et al., 2023). In general, a property management system (PMS) is an essential tool for effectively managing the intricate operations of a hotel firm. The ability to automate a large number of processes while also delivering important data and insights may assist improve efficiency, which in turn can help raise revenue and improve the overall experience for guests.


	
Element 2 – Hotel Reputation


	The reputation of a hotel is a critical factor in its success. A hotel's reputation is the perception that guests, potential customers, and the public have of the hotel based on its history, quality of services, facilities, and other factors. Positive reputations can attract new guests and generate repeat business, while negative reputations can damage the hotel's brand and result in a decline in bookings and revenue (Kandampully et al., 2018). One of the key factors that can influence a hotel's reputation is guest satisfaction. Guests who have a positive experience are more likely to leave positive reviews and recommend the hotel to others. Conversely, guests who have a negative experience may leave negative reviews, which can harm the hotel's reputation (Torlone, 2023).
Another important factor in a hotel's reputation is the quality of its facilities and services. Hotels that offer high-quality amenities, such as comfortable beds, clean rooms, and a range of amenities, are more likely to receive positive reviews and generate positive word-of-mouth (González et al., 2019). In addition, the hotel's location can also affect its reputation. Hotels that are located in desirable areas with easy access to popular tourist destinations or business districts are more likely to attract positive attention. Online reviews and ratings on platforms such as TripAdvisor, Google Reviews, and Yelp can also have a significant impact on a hotel's reputation (Elhoushy et al., 2020). These reviews are often the first point of reference for potential guests when considering a hotel. Positive reviews can encourage potential guests to book a stay, while negative reviews can deter them from booking.

	
Element 3 - Communication 


	Effective communication is crucial to the success of hotel operations. Hotel staff must communicate with each other and guests in a clear and concise manner to ensure that everyone is on the same page and that guest needs are met. Clear communication is particularly important during the check-in and check-out processes (Parapanos et al., 2023). Staff must be able to provide guests with accurate information about room availability, rates, and amenities. They must also be able to explain hotel policies and procedures, such as the check-out time and the location of hotel facilities (Dash et al., 2021).
Good communication between hotel staff is also essential to ensure efficient and effective operations. This includes clear communication between front desk staff, housekeeping, maintenance, and other departments to ensure that guest rooms are cleaned, repaired, and maintained in a timely and efficient manner (Bharwani et al., 2017). In addition, effective communication is essential when handling guest complaints and resolving issues. Hotel staff must be able to listen to guests concerns, empathize with their situation, and provide solutions to their problems.


	
Element 4 - Staffing 


	Staffing is a critical component of hotel operations. Hotels must ensure that they have the right number of employees with the right skills to provide high-quality services to guests. One of the key factors in staffing is identifying the number of employees required to effectively run the hotel. This involves determining the workload of each department and identifying the optimal number of employees needed to efficiently manage that workload (Ampountolas et al., 2019). Hotels must also consider factors such as seasonal fluctuations in demand and the impact of special events or holidays on staffing needs.
Once staffing needs have been identified, hotels must recruit and hire qualified employees who possess the necessary skills and experience to perform their job duties. This includes front desk staff, housekeeping, food and beverage staff, maintenance (Kasavan et al., 2019), and other positions. In addition, hotels must provide adequate training to new hires and ongoing training to existing employees to ensure that they have the skills and knowledge necessary to perform their job duties effectively. This includes training on hotel policies and procedures, guest service skills, safety and security, and technical skills such as the use of property management systems (Rahimi, 2017).
Retention is also a critical factor in staffing. Hotels must create a positive work environment that fosters job satisfaction and motivates employees to stay with the company long-term (Thongphut et al., 2023). Overall, staffing is a critical component of hotel operations. By identifying staffing needs, recruiting and hiring qualified employees, providing adequate training, and creating a positive work environment, hotels can ensure that they have the right people in place to deliver high-quality services to guests and achieve business success.
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