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To guarantee that customers have a pleasant stay at a hotel, those who work at the front desk need to possess a particular set of skills and capabilities. As a result of the fact that the front desk employees are often the initial point of contact for visitors, they play an essential part in the process of moulding the guests' impressions of the hotel. (Cammock and Morrison,2020)The following is a list of some of the most important abilities needed to work at the front desk of a hotel: 

Good Communication Skills The workers at the front desk need to have excellent communication skills in order to communicate with visitors, colleagues, and other stakeholders in an effective manner. This involves the capacity to speak in a way that is both clear and succinct, to actively listen to the wants and concerns of guests, and to communicate successfully through a variety of channels, including as email, the phone, and in-person interactions. (Kim and Cha,2021)
Customer Service Skills The employees working the front desk need to have excellent customer service skills in order to provide a positive experience for the hotel's visitors. This involves the capacity to deliver service that is warm and inviting, to respond quickly and effectively to the wants and concerns of visitors, and to go above and beyond in order to surpass the expectations of guests. 
Organizational Capabilities In order to effectively manage a variety of duties and priorities, front desk staff members need to have good organisational capabilities. This includes the capacity to manage incoming calls, check-ins, check-outs, reservations, and other administrative operations while simultaneously ensuring that the needs of guests are being satisfied. (Lee and Lee,2020)
Capacity for Multitasking The employees at the front desk have to be able to efficiently prioritise their work and switch between multiple activities in order to provide timely and effective service to the hotel's guests. This includes the capacity to do numerous jobs concurrently, such as handling visitor complaints, taking phone calls, and checking guests in. (McEntire,2002)
Problem-Solving Skills The workers at the front desk need to have good problem-solving abilities in order to efficiently resolve any difficulties or complaints that may arise from hotel guests. In this context, "ability to detect and successfully address guest concerns quickly" and "ability to come up with creative ways to suit visitor needs" both refer to the same set of skills. 
A Keen Attention to Detail The staff at the front desk needs to have a sharp attention to detail in order to guarantee that all information pertaining to guests is correct and up to date. This includes checking the specifics of the reservation, confirming the guest's information, and making sure that all of the guest's requirements are met. (Kusluyan and Ilhan,2010)
Abilities in Technology The employees who work at the front desk need to have a solid understanding of technology, including the hotel management software, the point-of-sale systems, and any other applicable technologies. This includes the capacity to solve typical problems with technology and the ability to employ technology to enhance the experience of the guest. 
Skills in Sales and Marketing The employees at the front desk need to have a fundamental understanding of sales and marketing in order to properly sell the hotel's amenities and services. This includes the potential to sell more expensive hotel rooms, encourage guests to sign up for loyalty programmes, and market hotel services and amenities directly to customers. 
Patience and empathy are two qualities that are essential for front desk employees to possess in order to properly manage the wants and concerns of visitors. This involves the capacity to maintain composure and professionalism even in high-pressure situations, as well as the ability to demonstrate empathy with visitors who may be going through unpleasant or challenging times. 
Cultural Understanding The employees working the front desk need to have cultural awareness in order to communicate effectively with clients who come from a variety of backgrounds. This includes the ability to identify and appreciate differences in cultural norms, as well as the ability to modify one's communication methods and strategies appropriately.(Boin and COmforn,2004)



























		Word Count
	700



	
Component Two:

	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?


	Provide a warm and friendly welcome to guests as they arrive at the hotel.


	Review and follow the hotel's standard operating procedures (SOPs) and protocols to ensure a thorough understanding of my responsibilities.

	If a guest arrives and has to wait for their room to be ready, I would offer them a complimentary drink or snack, engage them in conversation, and provide them with information about local attractions or dining options to make their wait more enjoyable. At the same time, I would ensure that housekeeping is notified of the guest's arrival so that they can prioritize cleaning the room.
	Cross-train all front desk staff on standard operating procedures (SOPs) and protocols. This would ensure that all staff members have a thorough understanding of their responsibilities and are able to step in and perform the necessary tasks in the manager's absence.


	
Actively listen to guests' concerns and questions and provide accurate and helpful information.


	Monitor the front desk equipment, such as computers and phones, to ensure that they are functioning properly.

	If a guest reports a maintenance issue in their room, I would ensure that the maintenance staff is notified promptly and that the issue is resolved as quickly as possible. At the same time, I would offer the guest an alternative room if one is available and follow up with them to ensure that the issue has been resolved to their satisfaction.

	Ensure that there is always a backup plan in place, such as contacting another manager or supervisor, to ensure that operations can continue even if the primary manager is absent. This would ensure that there is always someone available to provide guidance and support in the event of an unexpected absence or emergency.


	
Address guests' issues or complaints promptly and effectively.


	Maintain open and effective communication with other staff members, such as housekeeping and maintenance, to ensure that any issues or concerns are addressed promptly.

	If a guest reports an issue with noise or disturbance in their room, I would investigate the issue promptly and take appropriate action to address the source of the disturbance. At the same time, I would ensure that other guests are not inconvenienced by the disruption, and that the front desk and housekeeping staff are prepared to handle any additional requests or concerns that may arise as a result of the disturbance.
	Develop a protocol for emergency situations, such as unexpected staff absences, that outlines the steps to be taken to ensure smooth operations and guest satisfaction. This would include steps such as notifying other managers or supervisors, ensuring that front desk staff are cross-trained and prepared to take on additional responsibilities, and communicating effectively with other staff members to ensure that any issues or concerns are addressed promptly.


	
Ensure that the front desk area is clean, organized, and welcoming.


	Prioritize guest needs and concerns to ensure that each guest has a positive experience.

	If a guest requests additional amenities or services, such as extra towels or a wake-up call, I would ensure that the request is handled promptly and efficiently, and that the guest is informed of any associated costs or fees. At the same time, I would ensure that the housekeeping and front desk staff are communicating effectively to ensure that guest requests are fulfilled quickly and accurately.

	Develop a manual or online resource for new employees to review and understand the front desk responsibilities. This would provide new employees with a clear understanding of their responsibilities and would allow them to familiarize themselves with the hotel's SOPs and protocols.


	Offer suggestions and recommendations for local attractions and dining options.



	Be proactive in identifying potential issues or concerns and address them promptly to prevent any disruption to hotel operations.
	If a guest has a question about their bill or needs assistance with check-out, I would handle the request promptly and professionally, ensuring that any charges or fees are explained clearly and that the guest is satisfied with the resolution. At the same time, I would ensure that the front desk is staffed appropriately to handle any other guest requests or check-ins.

	Conduct regular training sessions and reviews to ensure that all staff members are up-to-date on the latest SOPs and protocols, and that they are prepared to handle any unexpected situations that may arise. This would ensure that staff members are equipped with the knowledge and skills necessary to perform their roles effectively, even in the absence of the manager.


(Lee and Lee, 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)


	
For hotel operations, Property Management Systems (PMS) are crucial tools. These are computerised programmes that automate and simplify a number of hotel procedures, including bookings, check-in and check-out, room assignments, and billing. We will examine the essential components in this essay that must be taken into account when using PMS in the hotel industry. 

Utilizability and user interface 

While choosing a system for hotel operations, a PMS's user interface and usability are crucial factors to take into account. A PMS should have a simple, user-friendly interface that is straightforward and simple to use. The system must be adaptable to the particular requirements of the hotel and compatible with other hotel software and systems. (McEntire,2002)

Integration and Usability: 

Another key factor to take into account is a PMS's functionality and integration potential. In addition to being able to interact with other systems like point-of-sale systems, accounting software, and customer relationship management software, a PMS should be capable of managing a variety of hotel operations, from reservations through billing. By the automation of procedures and the reduction of human data entry, integration capabilities help hotels to improve operational efficiency and lower mistake rates. (Ritchie and Jiang,2019)

Information management and security: 

When contemplating the usage of PMS in hotel operations, security and data management are essential components. To safeguard customer data, financial information, and other sensitive information, a PMS should have strong security mechanisms in place. To ensure that only authorised users may access the system, it should be able to encrypt data and have a secure login procedure. To make sure that the hotel's data is safe and can be recovered in the case of a system failure, data management skills, such as data backup and recovery, are also crucial factors to take into account.(Cammock and mORRISON,2020)






	
Element 2 – Hotel reputation


	A key factor in the success of hotel operations is hotel reputation. The capacity of a hotel to draw visitors and create money can be significantly impacted by its reputation. In this post, we'll examine the crucial components that hotel operations must take into account while evaluating hotel reputation. (Ritchie and Jiang,2019)


Customer Experience 

One of the most crucial aspects that affects a hotel's reputation is the visitor experience. The ability of a hotel to meet or surpass its guests' high standards of service, cleanliness, and comfort has a significant impact on its reputation. The standard of customer service, the cleanliness and maintenance of the guest rooms and common areas, the availability and calibre of products and services, and the overall ambiance and environment of the hotel are important aspects of the guest experience. 
(Ritchie and Jiang,2019)

Controlling one's online reputation: 

Another essential component of hotel business is online reputation management. For guests selecting a hotel, online reviews and ratings have grown to be a valuable resource. To resolve any issues or complaints and show their dedication to visitor pleasure, hotels should keep an eye on and reply to internet reviews, both favourable and negative. In addition, hotels should actively manage their internet presence by being active on social media and keeping their website updated with the most recent deals and offers.(Lee and Lee,2020)







	
Element 3 - Communication 


	
Hotels need good communication. . We'll discuss hotel communication essentials in this essay. 

Communication: 

Hotels need internal communication. Hotel operations and guest service depend on staff communication. Internal communication includes clear and concise communication of policies, processes, and protocols, effective delegation and task assignment, and regular meetings and updates to inform personnel about hotel operations changes. (Ritchie and Jiang,2019)


Guests: 

Hotel operations include guest communication. Creating a pleasant visitor experience and resolving difficulties requires clear and effective communication with guests. Guest communication requires good listening, clear and succinct communication, and accurate and timely information. Hotel employees should be taught to manage a variety of guest requests and complaints and to always be professional and kind. (Jiang and Wang,2020)

Technology: 

Hotel operations, especially communication, rely more on technology. . Guest message systems, smartphone apps, and online chat platforms boost hotel communication. These technologies can help hotel workers better communicate with guests and respond to their requests and concerns. 

ц 

Hotel operations, especially guest interactions, require cultural sensitivity. Hotel staff must grasp cultural norms and expectations to communicate with visitors from various cultures. Hotel personnel should learn to understand and adapt to cultural variations, including communication methods and preferences. (Ritchie and Jiang,2019)







	
Element 4 - Staffing 


	Hotel staffing is crucial. Effective staffing can improve guest satisfaction and a hotel's reputation. This essay will discuss hotel staffing requirements. 

ʼ 

Hotel personnel requires recruitment and selection. Hotels can hire top candidates with effective recruitment and selection processes. Recruitment and selection require job analyses, job descriptions, and selection criteria. The selection process should be fair, objective, and use consistent evaluation criteria to recruit a wide pool of candidates. 
(Ritchie and Jiang,2019)

Training: 

. Hotel workers may learn to give excellent service with effective training programmes. Training and development includes orientation, onboarding, job-specific training, and ongoing development. Training programmes should be customised for each position and offered in many forms to accommodate different learning styles. 
(Ritchie and Jiang,2019)

Personnel: 

Hotel staffing also involves staffing levels. Hotel size, occupancy, and services affect personnel levels. Effective scheduling, staffing levels that suit visitor and hotel needs, and contingency plans to alter staffing levels swiftly to demand fluctuations are key parts of staffing levels. (Ritchie and Jiang,2019)


Compensation: 

Hotel staffing includes compensation and perks. Hotels can retain top staff with competitive pay and perks. Compensation and benefits include competitive salary, health and wellness benefits, and professional development and promotion. Benefits packages should be tailored to each position and diverse workforce.(Cammock and Morrison,2020)
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