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	Introduction
In order to effectively work at the front desk of a hotel, specific skills are necessary to maintain efficient operations and provide exceptional service to guests. This role holds great importance as front desk staff act as the hotel's representatives, engaging with guests, managing inquiries, and overseeing administrative duties. In this discussion, we will delve into the essential skills needed for successful performance at the hotel front desk.

Discussion
Effective communication is a vital skill for front desk personnel (Bardi, 2021). It is imperative that they have exceptional verbal and written communication abilities to engage effectively with guests from various backgrounds. The ability to communicate clearly and amiably is essential for handling inquiries, offering information about the hotel's services and facilities, and addressing any concerns or issues raised by guests. Additionally, front desk staff should actively listen to understand the needs of guests and provide appropriate assistance based on their understanding. Another skill required to work effectively on the hotel front desk is customer service orientation. For this purpose, front desk personnel should possess a customer-focused mentality and a sincere commitment to delivering outstanding service (Luo, Wang and Tai, 2019). They should be warm, approachable, and maintain a positive demeanor to foster a hospitable environment for guests. Meeting guest requests, addressing complaints, and consistently striving to surpass guest expectations are integral aspects of their customer service duties at the front desk. Abilities to solve the problem is also required to work on the hotels front desk. Hotels frequently face diverse challenges and unforeseen circumstances (Shi, Gordon and Tang, 2021). It is essential for front desk personnel to possess strong problem-solving skills and maintain composure when under pressure. They should exhibit the capability to think swiftly and devise solutions to address guest concerns, including room changes, billing discrepancies, or service interruptions. Proficiency in problem-solving not only enhances guest satisfaction but also upholds the hotel's reputation. Moreover, front desk operations often involve a rapid and challenging pace. It is vital for front desk staff to demonstrate exceptional multitasking abilities and effective time management (Lusnakova, Dicserova and Sajbidorova, 2021). They should be capable of handling numerous responsibilities concurrently, including attending to phone calls, facilitating guest check-ins and check-outs, managing reservations, and promptly responding to emails. Prioritizing tasks and efficiently managing time are essential to maintain seamless operations, prevent delays, and ensure guest satisfaction. 

Being attentive to details is of utmost importance in the hotel industry (Talon-Ballestero et al., 2018). Front desk personnel are required to meticulously enter and retrieve guest information, manage financial transactions, and uphold accurate records. Errors in these aspects can result in guest dissatisfaction or financial inconsistencies. By diligently reviewing details, cross-checking information, and maintaining precise records, front desk staff play a significant role in enhancing the overall efficiency and professionalism of the hotel. Contemporary hotel front desks heavily depend on technology to carry out numerous tasks. It is imperative for front desk personnel to possess expertise in utilizing hotel management software, reservation systems, and other tools pertinent to their responsibilities (Shin, Perdue and Kang, 2019). This entails being adept at operating computers, printers, credit card machines, and other electronic devices. Proficiency in technology not only boosts efficiency and accuracy but also empowers staff to deliver a seamless guest experience. To ensure the seamless operation of a hotel, front desk staff must collaborate efficiently with colleagues from different departments. Strong teamwork and interpersonal skills are necessary for effective communication and coordination with teams such as housekeeping, maintenance, and other relevant departments (Singh and Jaykumar, 2019). Being a cooperative team player, demonstrating flexibility, and cultivating positive working relationships with co-workers all contribute to creating a harmonious work environment. As hotels frequently accommodate guests from various cultural backgrounds, it is crucial for front desk staff to exhibit cultural sensitivity, respect, and adaptability (Lam, Cheung and Lugosi, 2022). Possessing knowledge about different customs, languages, and traditions assists in establishing a welcoming atmosphere for all guests. Cultural competence empowers front desk personnel to communicate effectively and anticipate the unique requirements of guests from diverse cultures, thereby ensuring a positive guest experience.

Conclusion
To sum up, working at the hotel front desk necessitates a wide range of skills to proficiently handle guest interactions and administrative tasks. Effective communication, both verbal and written, is crucial for engaging with diverse guests and addressing their queries and concerns. A customer-oriented mind set, along with strong problem-solving abilities, enables front desk staff to provide outstanding service, handle guest requests, and resolve any issues that may arise. Multitasking and time management skills are essential to manage the fast-paced nature of front desk operations, enabling staff to handle multiple responsibilities concurrently and prioritize tasks efficiently. Attention to detail is paramount in accurately managing guest information, financial transactions, and records, minimizing errors and ensuring guest satisfaction. Collaboration, teamwork, and interpersonal skills are vital for effective coordination with colleagues from various departments, fostering a harmonious work environment. Lastly, cultural sensitivity and adaptability play a key role in creating a welcoming ambiance for guests from diverse cultures, facilitating effective communication and meeting their specific needs. Possessing these essential skills allows front desk staff to excel in their role, ensuring smooth operations and exceptional guest experiences in the hotel industry.
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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?


	In order to provide excellent customer service, it's critical to really welcome visitors, pay attention to what they need, and respond to any questions or issues they may have right away.

	I will review the hotel's policies, practises, and protocols in order to become familiar with the normal operating procedures. This will enable me to understand and effectively navigate the various aspects of the front desk operations.
	The action plan encompasses a wide array of tasks and obligations associated with front desk operations, ensuring that all essential aspects are taken into account. It describes a methodical procedure for efficiently managing visitor check-ins, check-outs, questions, and requests.
	I would recommend providing front desk operations training to other team members or associates. This proactive approach ensures that in the absence of the front desk agent or manager, there are backup resources who are well-versed in the necessary procedures and can step in seamlessly.

	Demonstrate a comprehensive understanding of the hotel's amenities, services, and policies, ensuring that guests receive precise and valuable information.


	I would highlight the importance of being proactive and taking initiative. Being prepared for potential difficulties or issues, I would act swiftly to prevent or resolve them. This involves actively monitoring reservation statuses, ensuring the availability of room and staying posted regarding to maintenance or issues of housekeeping. 
	The approach emphasizes the importance of prioritizing tasks based on their urgency and importance. It ensures that critical tasks are given priority while allowing time for administrative responsibilities such as check-ins of guest and   addressing needs of urgency.
	For front desk operations, I would write thorough manuals and uphold standard operating procedures (SOPs). In-depth instructions for tasks like making reservations, checking guests in and out, and resolving frequent queries or problems would be provided in these resources. In the absence of the primary front desk associate or manager, other team members would be able to simply refer to and follow the processes if there was clear and accessible documentation.

	To anticipate guests' needs and go above and beyond their expectations, provide personalised recommendations, foresee any problems, and promptly handle them.
	I will prioritize my tasks based on their importance and urgency. To ensure a smooth and satisfactory guest experience, I will prioritize activities such as checking guests in, promptly responding to their questions, and efficiently processing check-outs.
	The plan highlights the importance of delivering exceptional customer service. Through warm greetings, attentive listening to guests' needs, and going above and beyond to exceed their expectations, the goal is to create a positive and memorable experience for every guest.
	To ensure the front desk staff's knowledge and skills remain up to date, I would organize regular training sessions. These sessions would ensure that all staff members are informed about any changes to processes, policies, or technology.

	Sustain a superior level of cleanliness and operational efficiency throughout the hotel by collaborating closely with other departments such as housekeeping and maintenance. This collaboration ensures prompt resolution of any guest complaints or concerns regarding cleanliness or functionality.
	For the hotel's computer systems and software to manage operations like check-ins, check-outs, and reservations effectively, I will familiarise myself with them. I must immediately report any technical concerns to the proper channels in order for them to be resolved in a timely manner.
	The plan places a focus on keeping the front desk space tidy and organised and on paying close attention to every detail when engaging with customers. This focus on detail helps to create a professional and welcoming environment for visitors.
	I would compile a thorough list of emergency contacts for important employees, such as the hotel manager, assistant manager, and other pertinent workers. This list would be a useful resource in the event of any emergencies or pressing matters.

	With expertise and empathy, address any difficulties or complaints from visitors while attempting to find a workable solution. Make sure the guests are satisfied by following up with them.
	I will proactively ask for input from both customers and co-workers, value their advice, and apply it to improve both my performance and the overall guest experience.
	The strategy recognises the value of being adaptable and agile when handling potential issues or scenarios involving guests. It encourages preventative actions and places emphasis on the capacity to respond professionally and calmly to unforeseen circumstances.
	I would actively seek regular input from the front desk employees in order to pinpoint areas where the backup plan needed to be improved. Their insightful comments and helpful suggestions may help to improve the contingency plan's efficacy and efficiency.



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)


	An efficient property management system (PMS) must include both the front desk and reservation management, according to Buhalis and Leung (2018). A strong PMS need to offer a reservation management function that makes it simple to make, modify, and cancel reservations. Through a user-friendly interface, the front desk staff should be able to manage reservations effectively. Another critical component of a PMS is managing room availability and prices. Tracking room availability, enabling room blocking, and providing real-time information on room status are all essential components of an effective inventory management system (Ilag and Sabale, 2022). This ensures accurate availability information and helps avoid overbooking. Rate management should be made easier by the PMS, enabling hotel owners to set prices in accordance with variables like occupancy, seasonality, and demand. To maximise revenue and draw visitors, it should promote the development of hotel packages, discounts, and promotions. Guest profiles and customer relationship management (CRM) capabilities are additional crucial elements of a PMS (Zhou, 2023). Create and manage visitor profiles that contain essential information like contact details, preferences, and past reservation history. This makes it possible for hotel workers to offer higher service and customise the visitor's experience. Another crucial component of a property management system (PMS) to take into account is seamless connectivity with other hotel systems. The point of sale (POS), housekeeping, and accounting operating systems, among others, should seamlessly interface with the PMS (Melo et al., 2019). Through this integration, data from several departments may flow and synchronise, resulting in accurate and current information. User-friendly interface and system stability are crucial for successful implementation of a PMS (Xu, Stienmetz and Ashton, 2020). The system should have an intuitive and easy-to-use interface, requiring minimal training for staff to become proficient. It should also be stable and reliable, with measures in place to safeguard visitor information and ensure uninterrupted operations, including backup and data security protocols.

	
Element 2 – Hotel reputation


	Several essential elements contribute to the establishment and maintenance of a positive hotel reputation in hotel operations. Primarily, providing exceptional customer service plays a pivotal role. To build a strong hotel reputation, it is crucial to ensure that guests have a pleasant and memorable experience throughout their stay (Wu and Gao, 2019). This involves training and empowering staff to deliver personalized and attentive service, promptly addressing customer concerns, and exceeding customer expectations. The condition and cleanliness of hotel facilities are additional key factors to consider (Gaur et al., 2021). It is vital to maintain a clean and visually appealing environment, including well-kept public spaces, comfortable and spotless guest rooms, and useful amenities. Consistent maintenance, meticulous attention to detail, and a continued commitment to cleanliness are necessary to provide a positive guest experience and cultivate a favorable reputation (Awan, Shamim and Ahn, 2021). Furthermore, online reviews and feedback from guests are important factors in determining a hotel's reputation. It is crucial to monitor and actively manage reviews on various platforms, such as TripAdvisor, Google, and booking sites (Bagherzadeh et al., 2021). Timely and professional responses to reviews from guests, whether they are favourable or unfavourable, show initiative and a commitment to their happiness. Another vital factor to take into account is creating a strong online presence and employing efficient digital marketing methods (Kaur, 2017). To make a good first impression and draw in potential customers, this includes having an educational and aesthetically pleasing website, actively managing social media profiles, and using online booking platforms. Consistency is key when it comes to hotel reputation (Hu et al., 2019). Delivering a consistent quality of service and upholding uniform standards throughout all hotel operations are essential to establishing trust and a positive reputation. This entails maintaining the calibre of the food and beverage selections, providing the amenities and services promised, and guaranteeing that visitor experiences are consistent with the hotel's brand promise.

	
Element 3 - Communication 


	Clear and concise communication is crucial to avoid misunderstandings and ensure accurate information transfer (Prabavathi and Nagasubramani, 2018). It is important for staff members to communicate information in a simple and understandable language that can be easily comprehended by everyone involved. Both internal interactions between hotel staff members and external communications with visitors are affected by this. Another essential element of good communication is active listening (Jones, Bodie and Hughes, 2019). The wants, questions, and concerns of customers must be actively listened to by hotel staff. Staff members can collect essential information and respond properly by practising attentive listening skills. Additionally, active listening aids in seeing possible problems or opportunities for development, enabling proactive problem-solving and delivering a tailored visitor experience. Promptness is essential in communication within hotel operations (Kalra, Ghazal and Afifi, 2020). A prompt response to a guest's query, demand, or problem indicates professionalism and attention to detail. This holds true for all forms of communication, such as social media posts, emails, and text messages. Efficient communication among different hotel departments is essential for seamless hotel operations. Effective interdepartmental communication ensures coordinated efforts between departments such as the front desk, housekeeping, food and beverage, and maintenance (Ugurlu, 2020). By sharing relevant information such as customer preferences, room statuses, and maintenance issues, departments can work together more efficiently, minimizing errors and preventing bottlenecks in the workflow. This collaborative communication approach promotes a smooth and well-coordinated operation throughout the hotel.

	
Element 4 - Staffing 


	Recruitment and selection are essential components of staffing in the hotel industry (McGinley, Hanks and Line, 2017). This involves determining the staffing needs of the hotel and attracting qualified individuals to apply for various positions. In-depth job analyses, creating job criteria and qualifications, and using efficient hiring strategies like advertising, word-of-mouth, or collaborations with educational institutions are key components of this process. In order to prepare staff workers for their tasks and responsibilities, training and development are essential. Along with emphasising job-specific abilities, thorough training programmes should also focus on customer service, acquaint staff with hotel policies and procedures, and teach personnel about safety and security measures (Banut and Ragauskaite, n.d.). By providing chances for continuous learning, such as workshops, mentorship programmes, or cross-training, employers help staff members grow their abilities, maintain their motivation, and advance in their professions. Workload management and staff scheduling are key elements in hotel staffing (Chen, 2017). Efficient scheduling involves aligning staffing levels with anticipated demand, considering factors such as seasonality, occupancy rates, and special events. Each employee has a reasonable burden and can provide the necessary level of service to clients due to efficient job distribution and workload management. Effective coordination and collaboration among staff rely on well-established communication channels (Downey and Bedard, 2019). Hotels should foster open and transparent communication channels both vertically and horizontally within the organization to facilitate information sharing and decision-making. Effective employee communication is facilitated by regular team meetings, technical resources, and a corporate culture that values criticism and suggestions. Performance management and feedback play a crucial role in driving continuous improvement and ensuring accountability within the organization (Harsch and Festing, 2020). It entails establishing clear performance goals for staff members, carrying out frequent performance reviews, and giving helpful comments to assist them identify their areas of strength and improvement. By implementing systems for performance management, such as setting objectives, monitoring progress, and rewarding top performers, hotels can foster a culture of growth and excellence.
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