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Introduction
All interactions with guests, including those during check-in and check-out, are the responsibility of the front desk officers of hotels. They can significantly affect client satisfaction because they are the hotel's representatives and are charged with fostering a favourable image for the business (Shin et al., 2019). People may prove they can satisfy guests' expectations and succeed in the role by being well-versed in the abilities required for the position. Most hotels look for applicants for front desk roles with experience in sales or hospitality and excellent customer service abilities. Therefore, it is suggested that while applying for the post, you stress any relevant experience (Olimovich et al., 2020)
Significance of understanding the primary skills required
Developing the critical skills needed to manage the front desk of a hotel is vital to accomplishing the role and making substantial impacts on the prosperity of the place (Bardi, 2021). A front desk worker gets a broad set of social and technological skills, such as practical interaction skills, service quality, attention, coordination, and facing challenges ability. If workers lack these abilities, they may be less capable of providing customers with a pleasant environment, which might undermine the hotel's reputation and harm the industry. Moreover, having a solid grip of these capabilities may help experts in the field consistently enhance their effectiveness and skills, boosting all motivational and career development.
Essential skills required for front desk employees
A few years ago, I worked as a front desk worker at an educational institution. Initially, my communication skills were deficient, and my confidence in communicating with customers was low. However, over a few months, I experienced significant improvements in my communication skills, which translated into increased confidence. Based on my experience, it is essential for front desk workers to acquire these fundamental skills to perform all their duties successfully. Some of the major skills required for front desk employees are:
-	Excellent verbal and written communication style: Front desk workers spend their entire day engaging with consumers from the industry, guests, teammates, and executive leaders. Given the significance of the role, it is vital to improving one's communication style and written communication skills to engage with these individuals actively (Astuti et al., 2018). 
-	Computer Education: Front desk employees are required to be knowledgeable in using different software programmes to guarantee the efficient process of the hotel's services as hotels seek to incorporate more sophisticated technological systems to manage customer information, bookings, and other daily tasks (Shin et al., 2019). For this reason, front desk employees must have a positive experience using computers and software programmes to do their duties effectively.
-	Multilingual skills: Those working at the front desk in the hotel sector benefit greatly from possessing multilingual skills. Communicating with them in their language might help them feel more valued and comfortable since hotels serve a diverse group of visitors from different geographical and ethnic origins (Verbruggen, 2018). Making visitors feel at home and comfortable may improve their whole experience and perception of the hotel.
Application of Theoretical Knowledge in Industry
Theoretical knowledge can assist in making choices and problem-solving, which is essential for dealing with extenuating circumstances and proposing reasonable alternatives. Knowing strategies for managing revenue may aid front desk personnel in deciding on hotel costs and availability. The use of technology and people skills at the hotel front desk function heavily relies on theoretical knowledge. Front desk employees can fulfil their obligations more effectively, offer excellent guest support, and promote the entire profitability of the business by applying theoretical knowledge. It is possible to acquire theoretical knowledge from a university degree, like a degree in the hospitality industry, or through instruction and growth programmes provided by the hotel. For example, a front desk staff member familiar with the hotel's organisation culture, proposals, and standardised operating processes may offer visitors more efficient and effective customer service.
Importance of this topic for the hospitality industry
Understanding the fundamental abilities required to operate at a front desk in a hotel, the practical application of academic knowledge in the field, and the value of self-reflection and personal experiences are crucial subjects that the hospitality business cannot ignore. The level of service provided at the front hotel desk may significantly influence the satisfaction of customers and the hotel's business. To assure high-quality service, client satisfaction, and commercial success, the hospitality sector must focus on these issues.
Conclusion
To sum up, front desk staff members in the hospitality sector must possess the necessary abilities and know-how, actively participate in introspection, and consistently enhance their capabilities. Front desk workers play a crucial role in assuring client pleasure and the hotel's profitability by offering great customer service, handling unforeseen circumstances with skill, and supporting the company.
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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?


	
· I will create a welcoming environment by maintaining a good mood and a kind tone towards visitors. This will make them feel appreciated. A warm welcome for visitors will directly enhance the brand's reputation in their eyes. Additionally, it increases client comfort and contentment (Brown and fry, 2015).


	· I will prioritise activities and make a schedule to ensure the prompt and effective accomplishment of all necessary tasks. My workload will decrease if I finish duties on time, and I will be better able to interact with visitors.

	· My plan requires for prioritising work and creating a to-do list in order to complete all important duties quickly and effectively. Making a schedule on regular basis for meeting the targets is an effective plan for accomplishing all tasks on time.

	· Establish a backup plan: Choose a professional and knowledgeable worker who can fill in for the management if they are absent. Check that the stand-in is aware of their responsibilities and capable of carrying out their given job.


	

· In order to show that I have a complete awareness of the hotel and its environment, I will give factual information about the services, activities, and nearby destinations. It's crucial to have excellent communication skills to ensure that guests fully comprehend all hotel-related information (Dinh, 2018).

	· I will call for explanations, provide information on achieving the set goals, and employ straightforward, efficient communication with teammates and managers to prevent misunderstandings and guarantee effective management.

	· My plan is a successful and effective plan because I involve managers and teammates in order to keep them engaged and updated on work progress.

	· Make an introductory schedule: Establish an introductory list of requirements that specifies the critical procedures and responsibilities that the colleague must perform. A part for the backup plan with explicit guidelines regarding what to do in the manager's unavailability also must be included on the schedule. 


	

· I will forward any matters that fall outside of my domain of control to the appropriate management or division so they may be immediately handled. Moreover, this will assist in preventing any detrimental consequences on visitor experience and the entire reputation of the hotel. 

	· I will maintain order in my workplace to assure that all devices and instruments are promptly available to facilitate optimum procedures. This will eliminate ambiguity and interruptions that can hinder the job's productivity and performance.

	· Through my plan, the errors and mistakes in the work will be reduced drastically because I pay a deep attention to the little details.

	· Maintain the backup plan's relevance and effectiveness by reviewing and updating it often. Revise the schedule as needed to make it better and assure that it can address any potentially critical circumstances.


	
· I will pay close attention to any problems or arguments made by visitors and do all in my capacity to promptly and effectively handle them. Through this, I can make sure that customers feel important and valued, which can increase their visit to the hotel in general (Prais et al., 2019).


	· I will pay careful consideration to each detail, which entails thoroughly evaluating all tasks and documents, to prevent any errors or shortcomings that might delay the completion of operations. Paying attention to details can minimise errors and ambiguities.

	· In my plan, problems and errors will be addressed before they turn into significant situations, and this will decrease operational disruptions.

	· Implement a data transmission plan to make sure all workers are informed of their tasks and are aware of whom they should consult in an emergency situation. Make sure that personal details are current and simple to find.


	
· I will keep a professional mindset, look smart, and speak clearly with all individuals to ensure sure the hotel reflects well to visitors.


	· I will use a pro-active strategy by keeping an eye on systems and procedures, seeing and fixing any potential difficulties, and taking the required steps to maintain high service standards in order to prevent prospective problems.

	· In my plan, an ordered workstation is kept, and tools and equipment are easily available to prevent confusion and delays. These elements work together to produce a successful plan for efficiently conducting operations.

	· Workers must be instructed in front desk operations in order to make sure that many team members can deal with the visitor problems, their entries, and checkouts. This will increase organizational performance.




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 key aspect of the UK hospitality sector is hotel operations. When operating a hotel, there are several important factors to consider, such as property management systems, hotel reputation, communication, and staff. Each of these components will be discussed thoroughly in this essay. The demands of visitors are catered to, and generating profits for investors is the primary goal of the UK hospitality sector. The sector consists of various enterprises that provide an intangible good: a warm environment. Examples of these establishments include lodges, hotels, and recreation centres. With an increased demand for its services across the country, the hotel industry in the UK is expanding quickly. With a forecast increase in 2019, the UK hospitality industry was estimated to be worth over 100 billion euros in 2018. Despite the effects of Brexit and a labour crisis, hospitality and food service businesses have grown by about 20% over the past five years, creating more than 330,000 job possibilities. Hotels are crucial players in this industry because they operate in a way necessary for giving customers a first-rate experience, successfully controlling expenses, and generating the most money. Hotels must succeed in all facets of their business operations, given the fierce competition and changing guests' expectations (PlanRadar, 2019).
The administration and maintenance of hotel reservations are facilitated by a Property Management System (PMS) software. Operations related to the front desk, bookings, supply chain, maintenance, pricing and reservation management, and transaction procedures are all included. PMS software may help with housework maintenance and human resources management even though it primarily focuses on reservations and financial activity. In essence, PMS software simplifies the critical processes involved in both internal and external hotel operations. Although not all hotels presently employ PMS software, it has been used in the hospitality sector since the 1970s. As technology has advanced, PMS software acceptance has increased in the industry. Only 34 per cent of hotels used specialist software; the rest either have used the traditional form of using complex papers and pens or they have no management system at all, according to research conducted in 2015 by Software Advice. However, around 81 per cent of hotels have reportedly incorporated at least one sort of software into their operations after the epidemic, according to the Stayntouch 2022 Technology Sentiment Report (AltexSoft, 2019).







	
Element 2 – Hotel reputation


	

Hotel reputation is the concept that customers have of a hotel based on their activities, suggestions, and opinions (Lai, 2019). This element is significant to the hospitality industry since it greatly impacts gaining and sustaining visitors. A good reputation may generate more reservations, profits, and competitiveness, whereas a poor reputation might lead to fewer bookings and declining income. Customer satisfaction is the main element that affects a hotel's reputation. Satisfied visitors are more willing to share information about the hotel, leave outstanding remarks, and return back again. On the other side, unhappy customers could write complaints on digital networking, post nasty ratings, and prevent other people from coming to the hotel, all of which might affect the hotel's reputation. Besides visitor experience, a hotel's reputation is strongly impacted by its advertising, promotion, and corporate communications initiatives. A distinctive, identifiable branding representing the hotel's exceptional selling point may set it apart from other locations and help it establish a reputable image. The hotel's reputation may also be improved by efficient marketing campaigns that are directed at the proper demographic, describing the hotel's qualities and advantages, and making people aware (Anagnostopoulou et al., 2019). Public information initiatives may also foster a good reputation, including press attention, rewards, and civic engagement.






	
Element 3 - Communication 


	



A key component of the hotel business is good communication, which helps hotels to develop and keep connections with their guests and maintain their happiness. Both internal and external communication is possible among hotel employees. Workers must get instruction in efficient and formal customer interaction so they can address customers' concerns, questions, and complaints promptly and politely. Furthermore, good hotel operations depend on perfect internal interaction. To manage work and make sure that every part of the hotel is performing well, employees must be able to interact with one another (Gibbs et al., 2019). This may include using various communication techniques, like communication notes, task deliveries, and periodic group discussions, to ensure that everyone is informed and present on essential data. Due to technological improvements, hotels are currently utilising tools like robots, smartphone applications, and texting systems to enhance visitor connection and assistance. These solutions make it easier for visitors to obtain hotel information and services while improving response times and allowing for flexible communication (Morini-Marrero et al., 2022). In conclusion, communication is a crucial component of hotel management, and good communication enables hotels to deliver superior guest service and run profitable businesses (Davronov et al., 2021).




	
Element 4 - Staffing 


	
	

The primary goal of the hotel sector is to satisfy its customers by delivering top-notch services on time (Rahimi and Kozak, 2017). For the hotel sector to accomplish this aim, staffing is necessary. Because of this, hotel managers need to inspire and boost the productivity of their personnel by offering incentives. When staff members in the hotel business are productive, customer happiness rises. However, worker turnover is rising because of a lack of satisfaction (Mohsin et al., 2015). Regularly rewarding them will raise their contentment, which will, in turn, boost their output. Additionally, training employees and providing them with instructions periodically positively impact lowering staff turnover (Ashton, 2018).

The hotel sector emphasises the four elements of hotel reputation, property management system, staffing, and communication. To boost productivity, profitability, and the hotel's reputation, every hotel must recognise these factors and put them into practice correctly. Ensuring these components are appropriately utilised will raise consumer satisfaction in the hotel business.
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