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In the hotel sector, a front desk officer is a customer service specialist who is in charge of welcoming visitors, informing them about hotel amenities, aiding with check-in and check-out procedures, helping with baggage, and responding to any queries or issues visitors may have (Hu et al.,2022). Being the public face of the hotel, they should be contacted first with any inquiries. A few crucial abilities must be learned and perfected to become a front desk agent in the hotel sector. These abilities are necessary to guarantee that visitors have the finest experience possible while staying at the hotel. Excellent customer service is the first essential trait a front desk agent should have. A front desk employee should be able to communicate with visitors politely and effectively (Arroyo,2022). I must be prepared to address any queries or worries that visitors may have and offer useful details about the hotel and its amenities. Also, I must be able to aid visitors with the check-in and check-out processes and handle any luggage that has to be moved. Excellent customer service abilities are required of front desk professionals while interacting with both visitors and co-workers (Lu et al.,2022). involves the capacity to communicate with others in a kind and professional way and to react to requests and complaints in a timely and efficient manner. For front desk employees, good communication skills are crucial. I must be able to pay attention to the demands of the visitors, comprehend their worries, and offer the proper information and answers. I must also be able to advise visitors of any changes or updates and explain hotel regulations and procedures.  When I was working at the front desk, I have the flexibility to solve problems as they arise for visitors. I was involved having the ability to troubleshoot technological problems, settle disputes amongst visitors, and provide innovative answers to challenges, the second essential quality that front desk agent should have is effective problem-solving abilities (Wynn and Jones,,2022). At front desk I was able to multitask and operate in a fast-paced setting. I must be must be well-organized, able to set priorities for my job, and capable of maintaining precise records (Kotturi,2022). The front desk employees must have a fundamental grasp of technology, including the ability to utilise the hotel's computer system and any other applications they might want. Focus on Detail: Front desk employees must pay close attention to detail. I must be able to check visitor data and guarantee that all information is correct and up-to-date. The ability to multitask is essential for front desk employees who must be able to attend to customers, answer phones, and react to emails all at once. Any problems or concerns that visitors may have should be immediately and efficiently resolved by the front desk staff. This can entail handling any payment issues, managing disputes amongst visitors, or assisting a guest in fixing a problem. The front desk workers must be skilled at properly and efficiently managing their time. This entails the capacity to respect deadlines and guarantee that assignments are finished on time (Sciotto,2022). Stress management: Front desk employees must have the ability to stay collected and calm under pressure, such as while interacting with uncooperative visitors or doing several jobs at once. Adaptability: It's critical for front desk workers to be able to adjust to shifting circumstances. I must have the flexibility to learn new jobs and processes, as well as solve unforeseen issues. These are the essential abilities required to operate at a hotel front desk. You may succeed in this position and give your visitors a memorable experience if you have the correct mix of talents and abilities. Every day working, I was supposed to be able to multitask. I had many responsibilities at once, including taking phone calls, assisting guests with the check-in and check-out processes, and handling any complaints or difficulties that may arise. I should also have fast thinking and the ability to prioritise work to make sure that all of their responsibilities are finished on time. The capacity to collaborate with others is a skill that every front desk agent should have. To guarantee that customers have the greatest experience possible while staying at the hotel, front desk agents frequently have to work together with other departments, such as cleaning or security. Also, must be able to work well with others to duties quickly and successfully. lastly, a front desk agent ought to be well-organized. They ought to be able to stay on top of both their assignments and those of their co-workers. However, they must be able to maintain accurate documentation of every transaction and service rendered to visitors. Overall, outstanding customer service, effective problem-solving abilities, the capacity for multitasking, the capacity for teamwork, and strong organisational abilities are the important traits that a front desk agent should have to become an ideal employee in the hotel sector (Touloudi et al,2022). A front desk agent who possesses these abilities will be able to offer customers a high level of service and guarantee that their stay at the hotel will be as pleasant as possible. 
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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?


	To guarantee that every visitor is given the highest consideration and respect, I will work hard to deliver exceptional customer service. To foster a welcoming environment that promotes repeat business, I will always engage with guests in an attentive, polite, and professional manner.

	While working in a customer service setting, communication is crucial. It's crucial to be able to speak clearly and concisely with clients, co-workers, and managers. This will make it easier to guarantee that everything runs properly during the whole shift.

	My action plan is productive because I value customer service. I must make guests feel welcome in my capacity as a front desk employee. To do this, I will always smile when I welcome customers, pay attention to their requirements, and promptly offer helpful solutions. Also, I'll give clients my undivided attention and take care of any difficulties they may have to make sure they feel appreciated and valued.

	Monitoring guest experiences proactively is one of the finest methods to make sure that future potential situations are quickly resolved. This may be achieved by putting in place a system that records client comments and complaints and enables quick answers. With this approach in place, any problems that arise may be swiftly found and resolved.


	I'll take the initiative to address any issues that visitors may have and will try quickly to find solutions.
To ensure that visitors to our hotel have the greatest possible experience, I will stay up to date with industry standards. Among other things, this entails making sure that the hotel is kept clean and well-maintained throughout, that the furnishings and equipment are in good shape, and that our personnel is properly educated in customer service procedures.

	Technology use may make processes more efficient. You may speed up procedures and keep track of work by employing software, systems, and apps. By doing this, you may contribute to ensuring that things go well throughout your shift.
	I'll also take a proactive stance while providing customer service. I'll foresee the wants of the consumer and offer solutions before they materialise. This can entail giving them useful advice or making recommendations to improve their experience.

	A rapid resolution in the future will be ensured by creating solid policies and processes. All staff members should be made aware of them for them to understand the processes and procedures in place for handling various eventualities. This will make it possible to promptly and effectively deal with any potential problems

	
To create a welcoming atmosphere for our visitors, I'll keep a good attitude and be enthusiastic in every aspect of the hotel. To make sure that visitors have a wonderful stay, I will take the initiative to go above and beyond in offering courteous and efficient service.


	When performing customer service tasks, time management is crucial. The seamless execution of your shift depends on your ability to prioritise work and manage your time effectively
	After a client visit, I will take the time to follow up with them to make sure their requirements were addressed and that their visit was a success. The establishment of relationships with clients is another essential element of my action plan. I'll take the time to get to know my clients' tastes and any unique requirements they might have. I'll also make an effort to keep their names in mind so I can personally welcome them and greet them.
	All employees will be informed of the methods for handling various circumstances after being trained and retrained on the rules and procedures in place. By doing this, it will be easier to identify and resolve any future problems as they arise.

	
I'll keep up with the most recent developments in the hotel sector and pay close attention to any adjustments made to the level of competition. This will enable me to pinpoint any areas where we may enhance our offerings to differentiate ourselves from the competition.
	Keeping a professional demeanour at all times will guarantee that things go well for the duration of your shift. You may contribute to the creation of a pleasant environment and guarantee that business operations are going smoothly by being kind and respectful to clients and co-workers.
	I am aware of how critical task management and organisation are. I will make sure to accurately record client information, keep data, and adhere to following up on any tasks that need to be finished to guarantee that I am giving the best customer care possible.

	Another excellent technique to guarantee a speedy settlement of any future circumstances is to use the most recent technologies. Staff employees can swiftly access and handle any client complaints or requests thanks to the newest technology in place. This will make it more likely that any possible problems may be resolved effectively and swiftly.

	

I'll do everything I can to get the word out about the hotel and the amenities it offers. This entails keeping up a social media presence to connect with a larger audience and taking part in trade shows to meet new clients.

	Keeping things orderly is essential when running a front desk. You can make sure that everything is finished on time by planning the chores you need to perform. You'll be more effective and able to prioritise your duties owing to this.
	lastly, I shall always conduct myself professionally. I'll behave properly, dress accordingly, and keep my workstation tidy and organised. Also, I'll be pleasant and considerate to every customer and talk simply and succinctly. I can guarantee that I'm offering the best quality of client care by abiding by these guidelines.
	To guarantee a speedy resolution in the future, developing positive working relationships with clients is essential. Customers will feel comfortable bringing up any difficulties they may have if there are solid working connections in place, and staff members will be able to see possible issues and fix them right away.



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 (PMS) is a piece of software created to aid hotel operators in running their operations more successfully (Buhalis et al.,2023). All parts of a hotel's operations, including bookings, guest accounts, cleaning, and invoicing, are tracked, monitored, and managed using this system. With the automation of duties and the simplification of procedures, PMS increase productivity and profitability. Various important factors must be taken into account while thinking about a PMS. The system's accessibility comes first. So that staff members may access the system whenever and whenever they need to, a PMS should be available through a variety of channels, such as web browsers and mobile applications. The system should also have a user-friendly interface and be simple to operate. Staff members must be able to browse and comprehend the system with ease. Also, the system should be able to interact with other hotel services and systems, including point-of-sale systems, accounting programmes, and customer relationship management (CRM) programmes (Fuhrken,2022). As a result, operations will be more productive and data exchange between systems will be smoother. The system should also be able to deliver comprehensive data and reports that can give context to the success of the hotel. Software applications called Property Management Systems (PMS) are crucial to hotel management. They are employed to handle cleaning services, check-in and check-out procedures, and other administrative duties. A PMS's main objective is to simplify a hotel's everyday operations and make the management of the enterprise simpler. A customer relationship management (CRM) system, which enables hotel personnel to track guest preferences and save guest information, ought to be included in a PMS (Coehlo,2022). This enables the hotel to offer individualised service and foster repeat business. The PMS must have an inventory management system that enables hotel workers to keep track of room availability and manage stock of other hotel amenities like food and drinks. A reporting and analytics system that gives hotel workers information about the effectiveness of their operations should be included with the PMS. They may use this to pin point chances for profit maximisation as well as areas that need development. A financial reporting system that enables hotel workers to keep track of spending should also be included in the PMS.
To give visitors a smooth experience, the PMS should also be able to interact with other systems, such as POS systems. The PMS should also be adaptable to the demands of the hotel and has a user-friendly interface. Last but not least, the PMS must offer a secure environment, which is crucial for defending the hotel's data and the privacy of its visitors.








	
Element 2 – Hotel reputation


	
While evaluating hotel operations, hotel reputation is a crucial consideration. The level of customer service a hotel offers, as well as the ratings and comments guests, leave, determine its reputation (Olorunsola,2022). As a result, keeping a good reputation is crucial for hotels if they want to draw in and keep clients. Several important factors need to be taken into account when evaluating a hotel's reputation. For guests to locate and evaluate the hotel simply, it is first necessary for it to establish an online presence, such as a website and social media profiles. A customer care system should also be in place at the hotel, such as a phone number or email address, so that guests may get in touch with it if they have any issues or queries. The hotel should also keep an eye on and respond to reviews and feedback from guests. Responding to reviews on the hotel's website, social media pages, and other review sites can help with this. The hotel should also have a mechanism in place for monitoring client feedback and responding to unfavourable evaluations.
A successful hotel business depends on the reputation of the establishment. Clients will decide whether or not to book a hotel room based on the hotel's reputation and how safe and comfortable they feel there. The standard of the rooms, the facilities provided, and the cleanliness of the establishment all contribute to a hotel's reputation. Hotels should try to receive favourable comments and evaluations from guests. They should deliver first-rate customer service, anticipate requirements, and act quickly in the event of complaints or questions from customers. Also, accommodations should make sure that the grade of their facilities and rooms. Customers want the rooms to be pleasant and tidy, thus cleanliness is crucial.



	
Element 3 - Communication 


	
For the hotel industry, effective communication is crucial. To improve customer service and guarantee that all activities are finished on time, personnel must be able to interact with both customers and one another (Nayal et al,2022). Various important factors must be taken into account while thinking about communication. The first thing the hotel needs is a means for employee communication, such as an email system or internal chat platform. The hotel should also have a mechanism in place for interacting with guests, such as an online chat feature or customer care phone number. The hotel should also have a mechanism in place for staff communication, such as an intranet or corporate newsletter. This will guarantee that all employees are informed of the most recent events and developments at the hotel. For staff to identify areas that need improvement, the hotel should also have a mechanism in place for gathering client input, such as surveys or questionnaires. Successful hotel administration depends on workers and management having open lines of communication. To report problems, provide information, or ask for help, employees must be able to talk to management. To guarantee that tasks are completed accurately and effectively, management must be able to communicate properly with employees.
It's also critical that workers and visitors communicate well. To make sure that visitors' requirements are addressed, that they are aware of the amenities the hotel provides and that their stay is enjoyable, staff members must be able to interact with customers. Staff members must be able to effectively explain services to visitors and must be informed and courteous to do this. Lastly, interdepartmental contact is essential.




	





	
Element 4 - Staffing 


	
Operational efficiency in hotels depends on staffing. For the hotel to deliver a high level of service and guarantee that all tasks are finished promptly, it is crucial to have the appropriate staff in place. Even before considering hiring and training, numerous key elements must be acknowledged. Recruitment is the first. A system for identifying and hiring the best employees should be in place at the hotel. These could include employment advertisements, job boards online, and recommendations. The hotel should also have an established system for staff training, such as education and training modules and onboarding programmes. The hiring process should take into account the requirements of both the hotel and its visitors. The employees should be knowledgeable and skilled in the areas of food and beverage service, front desk operations, and housekeeping. Guests should be able to ask any queries they may have and receive excellent customer service from the employees. Also, extensive training that is catered to the hotel's needs should be provided for the workers. Another crucial aspect of hotel operations is the management of the workforce. The manager should be able to assign tasks to the team and monitor their timely and acceptable completion. They must also be able to resolve any disputes or problems that may develop among employees. 
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