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Every worker at the entrance office must have the capacity to execute administrative duties while also being approachable (Rutherford 2021). Those with front desk talents can employ these ability areas in a workplace or consumer care environment. The term “front desk skills” refers to a broad range of emotional and technological abilities (Bardi 2021). Intercultural connection is important to employers seeking to employ entrance office staff since it demonstrates that applicants can relate to individuals from all experiences and can, thus, positively reflect their organisation. In order to determine when a person has the credentials to assist the everyday activities of their firm, companies check for the front office abilities on applicant applications. To properly communicate with them, I ought to change the way I am talking (Otoo 2019). Moreover, writing interaction is essential for my profession since entrance office staff may well be required to draught papers that are sent to significant clients, therefore companies prioritise hiring people with strong literary fluency. Good interpersonal abilities, versatility, and a knack for working a variety of days are also required, in addition to some familiarity with computers for scheduling and invoicing. The typical salary for front counter workers is £20,500, with annual earnings ranging from £21,847 per year to £11.20 per hour (Olimovich, Bakhtiyorovich and Salimovna 2020). I must additionally be ready to produce letters, memoranda, as well as other financial records with appropriate syntax, attitude, and vocabulary since the workplace boss told the corporate secretary to send a letter to a strategic associate describing forthcoming activities and conference times. A front desk employee must be able to recognise issues and apply problem-solving techniques to offer remedies. To discover that they must alter the printer setting, they do several experiments (Shin, Perdue and Kang 2019). In order to improve the client encounter, I must also adapt to the evolving demands of contact managers and provide them with the instruments they require to increase efficiency. This ability is crucial since it guarantees the maintenance of regular corporate activities. Furthermore, it is a component of my abilities and experiences to reread the copying vehicle’s instructions when it repeatedly produces just 50% of the text on every sheet in order to identify problems with the equipment (Otoo 2019). Furthermore, I think a hostess splits their time between taking telephone messages from customers requesting to talk with the management regarding goods flaws and creating photocopies for staff members. Individuals with tension control abilities are valued by companies since it suggests they have the necessary attitude to do their responsibilities independently of the circumstances (Bardi 2021). Front desk personnel are faced with more than simply receiving inquiries in today’s call centres, or in reality, in just about any workplace involving consumer support. I need to have excellent softer abilities and social sensitivity in order to work with customers. Furthermore, even though technical abilities are frequently prioritised above transferable abilities, it is indeed crucial for any employee who interacts with customers to be empathic, amiable although strong, prompt and has critical friendship or relationship management abilities (Sayin and Karaman 2019). Front desk staff members must pay close regard to precision while entering and reviewing computerized timetables to verify that the timings and periods are accurate. They must additionally deliver the right telephone information so that the receiver may contact them again afterwards (Septariani et al. 2020). When front office staffs do a variety of precise jobs, meticulousness is a crucial smooth talent. By doing a realistic study, I have finally come to the conclusion that I must likewise take phone calls from customers in order to pass data to administration or other corporate personnel. Furthermore, a front desks employee such as myself or a salesperson operating for a legal office must utilise their bilingualism to help a clientele throughout their appointment with a lawyer and have telephone calls with them (Rutherford 2021). Front desk agents who function in the hotel industry or for a multinational organisation might come into contact with clients who speak various native tongues. When handling a problem, a main counter employee at a motel employs proactive attention to make resort customers seem appreciated. Front desk employees engage with clients and business executives on a regular level, therefore proactive hearing is a vital ability for delivering consumer care and understanding orders regarding employment obligations (Salama and Mansour 2022). The practice of paying listening to the speaker can also be shown by minor spoken motions or behavioural alerts including nodding, smiling, and maintaining gaze connection. I thus expect ahead to develop these talents during the upcoming job situations. 
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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 am going to use digital check-in as it extends to the ability to make guest requests from virtually everywhere inside the resort (Xu, Steinmetz and Ashton 2020). 
	Hotel operations is a wide umbrella term encompassing the intricately intertwined departments that run a hotel, including staff control, cleanliness, ensuring excellent guest service, and controlling the guesthouse in addition to its functions, including shift planning (Akbari et al. 2021).  
	I am confident that my strategy will be effective since it is supported by academic sources and dynamic modelling of hotel operations and shift management that is grounded in actual experiences (Xu, Steinmetz and Ashton 2020). 
	According to my perspective, continuous administration or contingency preparedness for the hospitality industry involves managing threats that might potentially harm the firm or even cause it to collapse (Akbari et al. 2021). 

	It is reasonable for customers to anticipate express check, and verification, including electronic locks for bedroom admission since even airline cards, ticketing, and bookings could now be put into travellers’ cellphones (Rahimi and Kozak 2017). 


	I will ensure proper planning, staffing, on-site visits to clients’ rooms for addressing their concerns and if they need anything in the absence of my senior who is in sick leave today (Xu, Steinmetz and Ashton 2020). 
	Bad customer reviews may be devastating for anybody working in the hotel industry since, in my opinion, hotels with ratings of fewer than four stars are significantly less apt to be fully booked (Akbari et al. 2021).
	Whatever situation could interrupt processes must be covered, including organic catastrophes like storms, flames, and quakes, in addition to all types of disasters like endangering consumers or staff, on-the-job concussions, and injuries as well. 

	Digital payments, digital check-ins, digital food delivery as well as food delivery will be my focus in this instance (Nazarian, Atkinson and Foroudi 2017). 
	We have accessibility to the front office, reservations, billing, and visitor details through a universal platform. With the aid of all-encompassing software, all activities are seamless Nazarian, Atkinson and Foroudi 2017). Furthermore, the staff of the aforementioned hotel devotes most of their effort to improving the guest encounter.  
	Furthermore, customers anticipate fresh favourable evaluations, regardless of whether the hotel has received favourable ratings previously (Bharwani and Talib 2017). 
	It ought to even cover the situation where my chiefs are not there and I have to take charge for the day (Xu, Steinmetz and Ashton 2020). Besides, knowing the kind of visitor that appreciates the hotel allows me to create special incentives in the next.

	Hence, it is indeed crucial that each visitor has a positive experience and looks ahead to return (Bharwani and Talib 2017). The identical ideas still hold true after a person has left since everyone desires to recall pleasant recollections and share them with their colleagues and relatives (Nazarian, Atkinson and Foroudi 2017). 
	In order to give high-quality assistance, hotel management requires a fully integrated infrastructure (Bharwani and Talib 2017). 
	I am confident that my strategy will be effective since it is supported by academic sources and dynamic modelling of hotel operations and shift management that is grounded in actual experiences (Xu, Steinmetz and Ashton 2020). 
Bad customer reviews may be devastating for anybody working in the hotel industry since, in my opinion, hotels with ratings of fewer than four stars are significantly less apt to be fully booked (Akbari et al. 2021). Furthermore, customers anticipate fresh favourable evaluations, regardless of whether the hotel has received favourable ratings previously (Bharwani and Talib 2017). Decision-making authority would extend to workers as effectively. I could create the most pleasurable client experience if I have the correct resources (Nazarian, Atkinson and Foroudi 2017). 
	According to my perspective, continuous administration or contingency preparedness for the hospitality industry involves managing threats that might potentially harm the firm or even cause it to collapse (Akbari et al. 2021). Whatever situation could interrupt processes must be covered, including organic catastrophes like storms, flames, and quakes, in addition to all types of disasters like endangering consumers or staff, on-the-job concussions, and injuries as well. It ought to even cover the situation where my chiefs are not there and I have to take charge for the day (Xu, Steinmetz and Ashton 2020). Besides, knowing the kind of visitor that appreciates the hotel allows me to create special incentives in the next. Facial expression is crucial while chatting with somebody, as well as all employees have to be upbeat and enthusiastic when interacting with customers (Rahimi and Kozak 2017). The contingency plan must take into account how quickly passenger tastes, habits, and demands are shifting for motels. The more typical check-in procedure and receiving key cards are handled in these kinds of circumstances, but visitors prefer to go at their personal leisure without waiting or depending on staff (Bharwani and Talib 2017). Furthermore, excellent hotel cleanliness sometimes passes undetected, while bad hotel cleanliness constantly would stick in the minds of visitors to the property (Rahimi and Kozak 2017). Furthermore, visitors appreciate innovative technology-based protection precautions since they are effective and practical in emergency situations. 

	
Several facets of society have been made simpler by computers, and progressively, this impact is shifting towards more computerized standards when it relates to tourism facilities (Akbari et al. 2021). As soon as I start operating, I must uphold a constant standard of helping customers. 


	Good connection among employees, supervisors, and visitors is essential because hardly anything is more necessary for any business than effective interaction from the ground upwards to the top. 
	Employees must be informed of important details like VIP visits, hotel activities, or whether a visitor has secured a suite for a particular celebration, such as anniversaries or weddings. 
	In addition, I will make sure our visitors have access to a mobile-friendly receptionist alternative where they may discover everything such as the details, they want concerning the property (Gonzalez, Gasco and Llops 2019).




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)


	

There is a close connection between guest experience and hotel operation. However, many hotels are unable to make this proper connection. Considering this factor, the study will elaborate on four elements in the context of managing hotel operations. It includes a Property management system. This is very important for hotels which have a large number of customers. Through the Property management system (PMS), it is possible to store data of customers which helps during the analysis of those data. Based on the analysis, hotel authorities can take the initiative which can provide maximum satisfaction to customers. In this way, PMS helps in improving the guest experience. The importance of the software can be mentioned on the grounds of saving time (Dyshkantiuk et al. 2020). It is thought that hotel authorities are required to bear additional costs for the adoption of PMS. It may be true for the short run but this is definitely cost effective in the long run. However, in order to get the maximum benefit from this tool, it is very important to have experts who can handle this tool in a proper way. According to executives of many hotels, it can be said that activities like guest check-in/check-out, booking reservations, managing room rates, and room assignment have become much easier after adopting PMS. The overall discussion indicates that a lot of factors are required to be considered for managing hotel operations. In order to make the business procedure easier, it is important to adopt technology and PMS is being used by many hotels. The discussion also indicates that hotel reputation is important for getting actual clients. The significance of effective communication and staffing can properly be understood from the above elaboration. 







	
Element 2 – Hotel reputation


	Considering the present times, it is said that the number of customers who prefer luxury services through hotels has increased. There is a possibility of increasing this number in the near future. The trust factor is a very important thing to customers in this case. Hotel reputation helps in building trust; especially it is effective to those who are new customers (Anagnostopoulou et al. 2019). If a hotel has a good reputation, it helps in getting true clients. The significance can be addressed on the grounds of attracting international customers as well. In this way, a hotel's reputation leads to an increase in revenue. This industry has become much more competitive and therefore hotel's reputation helps a hotel to be ahead in the competitive edge as well (Perez-Aranda et al. 2019). However, management of reputation for a longer period of time is not an easy thing.








	
Element 3 - Communication 


	
Communication is a very important factor to maintain a long term engagement with hotel visitors. More specifically, it can be said that hotel staff should have ideas about effective communication. This is because effective communication provides proper information which helps in mitigating conclusions in the mind of visitors (Yoong and Lian, 2019). During recruitment, it is important to check whether a staff member has this particular skill or not. Many times, it is seen that staff cannot control their anger and they communicate with customers in a rude way. This should not be allowed to continue. Proper training should be provided so that staff can communicate in a proper way in spite of the customers being rude. The issue of communication can be dealt with by various types of communication models. Hotel staff must be aware of English because hotels are to deal with international customers at the present time. 







	
Element 4 - Staffing 


	
	
Many hotels think that human resources are not important in the present times because this is an era of technology. However, this is not true. From that context, the importance of staffing can be addressed. The recruitment and selection process of hotels should be quite rigid. Along with considering the educational background, it is very important to check their skills. The above discussion helps in understanding the importance of communication skills. Apart from that, other skills like problem-solving, critical thinking, and decision-making skills among others should be within a staff (Betts, 2020). The provision of motivational factors is a very important thing under staffing. Most hotels render salary and incentives. In order to engage expert staff with hotels for a longer period of time, it is important to provide some other facilities like healthcare or scholarship. Some principles like job definition, managerial appraisal, management framing, and continuing Development are needed to be followed under staffing. 
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