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	The hotel receptionist is the first point of contact for guests both when they check in and when they check out (Bardi, 2020). The front desk staff's role in establishing a great first impression, boosting guest happiness, and establishing the hotel's credibility is crucial. One can improve the probability of being hired by studying the talents that require for this employment and then working to build those skills so that one can list them on the CV.
Learning how to work as a hotel front desk clerk might look great on a CV and open up more job opportunities. Individuals who work in the hotel industry should have the same general skill set and character attributes. It could be beneficial to showcase relevant expertise in the hotel industry or in sales positions where they utilized these talents during the application process (Bouncken and Pyo, 2022). Here are some potential talents that can acquire before applying for a job as a hotel receptionist:
Communication: The ability to effectively interact with guests in person as well as by phone requires excellent verbal and written communication skills, which are typically possessed by hotel receptionists (Hazari, 2021). They may help with issues, go through lodging rates, make reservations, give guidance, and give an in-depth overview of the guest's stay. It's important to keep a cheerful demeanor when interacting with customers.
Technical: The ability to deal with computers is a necessary skill for hotel front desk staff (Brunt, Horner, and Semley, 2017). For instance, the corporation might employ a variety of computer programs and processing services to handle financial dealings between itself and its customers. Although on-the-job learning could well be supplied, expertise with hotel-specific technology is typically essential. Employees who are proficient in technology are better able to maintain reliable consumer data.
Organization: Hotel front desk staff members that are very organized will be well-suited to the many responsibilities of their position (Camillo, 2015). In this role, individuals may be required to perform a variety of tasks, including but not limited to: greeting customers, answering phones, communicating with managers, using computers, and resolving issues brought up by guests. Hotel front desk personnel that are highly organized are better equipped to handle a high volume of guests while maintaining a kind and helpful demeanor.
Problem-solving: In order to provide guests with a pleasant stay, hotel receptionists need to be able to think quickly and creatively on their feet (Cottam, 2022). Food allergies, broken key cards, erroneous room rates, no internet, and unforeseen catastrophes are just some of the issues they may help with. Front desk staff who are adept at problem-solving recognize the issue, formulate a strategy to address it, and put that strategy into action.
Teamwork: A receptionist at a hotel needs excellent teamwork abilities to work well with other employees and management. Customers' concerns, the next meeting's logistics, how to incorporate constructive criticism into one's work, and the month's objectives are just a few of the topics that could be covered (Firth, 2020). Putting their teamwork abilities to use could inspire them to make the office a better area to work. Working efficiently with other members of the hotel staff, those manning the front desk may ensure that their visitors have a pleasant stay thanks to their superior collaboration abilities.
Adaptability: As a result, hotel front desk staff members who are excellent team players are in high demand. Issues with customers, scheduling of future meetings, measures to increase effectiveness, and the incorporation of feedback into one's position and the regular objectives of the organization are all topics that could come up in such a discussion (Hammer, 2016). A positive work environment can be fostered by encouraging them to use their collaborative skills. Staff at the hotel's front desk can better serve clients when they have the ability to collaborate with others.
Patience: Customers and challenges require time, specifically when confronting challenging people or difficult events (Kotas, 2020). Front desk workers may, for instance, be required to finish paperwork, accept long shifts, deal with delayed interactions, and handle inquiries while maintaining a cheerful frame of mind. Having patience with patrons helps maintain a pleasant atmosphere for everyone.
Attention to details: Since they must pay close attention to every detail while handling guest reservations, payments, key cards, and other documentation, front desk staff in hotels are typically detail-oriented people (Mahesh Chandra Singh, 2021). Due to their keen eye for detail, they are able to spot and head off any issues that can disrupt a guest's stay. Paying close regard to accuracy is essential for the successful completion of the many responsibilities associated with this position, especially throughout times of high activity and when working with multiple tasks at once.
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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?


	Arrival at the hotel will put to the test the hopes and dreams the guests had while making their reservation (Page, 2019). Managers should know that the first impression they make on guests is formed during the check-in process.
	By actively soliciting employee feedback, organizations can gain fresh insights into the issues that need addressing and the best ways to address them. The smooth operation of a business depends on the management listening to its staff.
	Planning in this way affords adaptability (Parker, 2018). Planning's objective-setting phase is where bosses single out both internal and external aspects of paramount importance that will require constant vigilance.
	Round up the crew and think of things that could go wrong at the hotel. Take into account any and all threats to the company, such as breaches in security, natural calamities, unexpected management changes, and so on (Pont, 2015).

	It is imperative that all areas of a hotel, from the car park to the public bathrooms in the hallway to the accommodations and other facilities, be spotless at all times. There must be guarantees of cleanliness.
	Managing people is the key to running a successful firm. The human element is still crucial to business success despite the widespread adoption of modern technologies (Solomon, 2018). The ability to direct one's staff is essential for a manager.
	The standards for performance were established through this planning. These give them a yardstick by which they can determine if they're making progress or if they need to make some adjustments.
	Following this, compile a list of the hotel's most vital assets that can be used in an emergency. Resources can be anything useful, such as people, equipment, or even just a list of phone numbers in case of an emergency (Tesone, 2017). Create an order of significance for this list.

	Guests are more likely to have a positive initial impression of the hotel brand in general if they are able to use cutting-edge technologies upon arrival. This means that the technology must be tested thoroughly.
	Any activity can be made more effective by focusing on the factors that are most important to the target audience (Tewari, 2019). As a manager, one of the only goals should be to assure the satisfaction of the clients.
	Motive and dedication are gained through such preparation. This kind of preparation lessens anxiety and clarifies roles and responsibilities. In general, people are more motivated to strive toward a goal that they have some level of familiarity with.
	A hotel's most pressing possible dangers should be dealt with first, therefore the list of hazards should be evaluated and then contingency plans should be made (Walker, 2017). Loss prevention should be a top priority.

	With so many options for finding and reserving lodgings online, prospective guests typically investigate numerous establishments before settling on one. It is crucial that these sites provide correct information about the hotels so that potential customers are not misled or confused.
	Make sure that business's strategy, goal, and day-to-day priorities all revolve around satisfying the customers by gathering input from them and turning that into a thorough understanding of their demands, which can then be translated into actionable KPIs (Wodak, 2017).
	All of this preparation will serve as a road map for taking the next step. Having a set plan in place might help everyone work toward a common goal. Efforts are maximized when they are aligned with a common goal; this strategy succeeds because it does just that.
	Once the backup plans have been drafted, they should be made available to everyone who could need them. To make sure all employees have access to the backup plans in case of an emergency, they might be kept in a central repository for all company documents (Wood, 2013).

	Hotel staff should be warm and courteous to all visitors, but going above and beyond to meet their specific requirements is how establishments really stand out from the competition and get rave reviews.
	Focus on the most important metrics and signals for customer relations and allocate resources accordingly - It's a harsh lesson to understand that efficiency improvements in and of themselves are not enough to produce positive outcomes (Woods et al., 2017).
	This sort of preparation leads to more efficient use of available assets. Managers can better allocate raw materials to areas with the greatest potential return by engaging in careful planning beforehand.
	One of the keys to a successful backup plan is regular assessment and re-evaluation, which allows leaders to make adjustments as needed. The contingency plan needs to be revised as new personnel, programs, procedures, or methods of operation are brought into the fold (Kotas, 2020).





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 lodging company's day-to-day operations can be streamlined with the use of a property management system, which is a suite of computer programs designed for this purpose (Bouncken and Pyo, 2022). The booking system, front office operation, product positioning, client interaction, sanitation, and network maintenance are just some of the many tasks that can be automated by the right software. Naturally, their software requirements will change based on the nature of their real estate company. Depending on the scale and nature of the asset, the software can then tailor the platform's components and capabilities accordingly.
One size does not fit all in the realm of property management software. However, today's systems integrate a wide variety of features into a single application, greatly simplifying the operation of managing guests and hotels (Brunt, Horner, and Semley, 2017).
Reservation and Front Desk Management: The best property management software will let businesses monitor and receive cash for concerns raised directly by guests on the website. Guests should be enabled to sign in and out swiftly, and accommodations should be assigned with ease, using the front desk administration module (Camillo, 2015).
Channel Management: The ability to monitor hotel accommodation, income, online platforms, and sales budget through connection with a channel manager is a crucial feature of any good property management system (PMS).
Mobile Apps: To maximize the chances of receiving direct reservations and filling up all rooms, one should use as many marketing channels as necessary and attach the hotel to as many tools as feasible (Hammer, 2016).







	
Element 2 – Hotel reputation


	
Hotel reputation management entails keeping tabs on and shaping the public's opinion of any establishment wherever it may be discussed online (Kotas, 2020). Review monitoring, social media activity, search engine optimization, and more are all part of the process. Some of the key elements are discussed below:
Passion and purpose
Any hotel's desired goal for customers should always be outlined and presented in a plain and transparent statement for them to link the brand with it, whether that's warmth and friendly treatment, accessibility and efficiency, magnificence and rarity, or another objective.
Staff Uniformity
With direction, encouragement, and strong leadership by action, the employees will efficiently share their enthusiasm for the brand and its mission, providing the finest quality experience to visitors in a way that will make them want to return again and again (Mahesh Chandra Singh, 2021).
Website Design
One may influence how the business brand is presented throughout OTAs in ways beyond just the copy they write, as that also have creative control over visual elements like photography and logo style. In addition, OTA reviews serve as living, breathing representations of the services and purposes that the hotel aspires to give; even negative evaluations may be used to demonstrate the brand's identity and the value they place on the relationships with customers.
Long-Term Marketing Strategy
Special deals, loyalty programs, email marketing, sponsored ads and initiatives, search engine optimization (SEO) networking, popular brand alliances, and engaging web applications like customer reviews and dynamic virtual tours are all essential to building a strong marketing foundation for any business (Solomon, 2018).





	
Element 3 - Communication 


	The hospitality sector depends on open lines of communication between staff and guests. The ability to connect with others, work through differences, and provide a satisfying overall experience for customers all require strong communication skills, which are especially helpful in the hospitality sector (Parker, 2018). Quick and precise communication aids in preventing the sort of misconceptions and misconceptions that can halt business activities in their tracks. Some of the key elements are discussed below:
· By centralizing and streamlining connections to vital hotel information, capabilities, and assets, modern hotel communication networks are greatly enhanced by the use of communication software. In the end, this benefit both the hotel's bottom line and its guests by increasing the efficiency, enthusiasm, and cohesiveness of the staff.
· With a mobile hotel communications network, problems can be reported straight from the palms of front desk employees (Tesone, 2017). The speed with which sanitation could report maintenance issues would increase dramatically if all they had to do was take a picture of the problem using their phone and send it in.
· Most hotels lack an effective method for employees to report problems and get them fixed before guests become aware of them (Wodak, 2017). A good indicator that the company's internal reporting system could want some work is if most of the problem reports come from unhappy customers.














	
Element 4 - Staffing 


	
Hotels, resorts, and other travel destinations are all on a constant hunt for new ways to impress their guests. Some of the key matters are discussed below:
· In the event of enhanced bookings, last-minute call-offs, or other shift patterns, hotels frequently waste time attempting to fast acquire alternate or replacement employees. Access to a reliable pool of qualified workers around the clock via a hotel job agency or portable staffing app is predicted to become more beneficial in the future (Pont, 2015).
· There may be a need for additional hotel staffing services as the restaurant and dining landscape shifts (Wood, 2013). They still need to coach their hotel employees to do particular jobs, but not any more than in the previous era. Among these are setting the table for guests, transporting trays, and arranging a buffet. And because service is so integral to the food experience, they need to be in a positive frame of mind. With their warm attitudes, they will make any visitor feel at home.
· To keep up with customer needs, hotels will need to make adjustments to both the size of their staff and the specific skill sets that those employees possess (Woods et al., 2017). With insufficient personnel on hand, guests may experience longer wait times when trying to check in, rooms that aren't prepared when they arrive, and a limited selection of on-site dining and amusement. Building a diverse and able team and maintaining open communication with employees in a wide range of positions are crucial to the success of any hotel.
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