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To ensure the efficient operation of guest services, front desk staff members need a variety of talents. I will examine the essential competencies needed for this role in my reflective diary, as well as the practical applications of theoretical knowledge (Bardi, 2021). I will also talk about how important these talents are for the hospitality sector, using pertinent cases and my own experiences as examples.
Key Skills for Working on the Hotel's Front Desk:
1. Effective communication is one of the most important abilities for a front desk professional. This requires active listening in addition to clear verbal and written communication. I interact with visitors,coworkers, and representatives from other departments as the front desk agent to make sure that information is given accurately and politely. My academic understanding and professional experience have led me to the conclusion that good communication supports a productive workplace environment and contributes to the creation of pleasant visitor experiences.
2. Customer service: When working at the front desk, exceptional customer service abilities are essential. The ability to comprehend customer demands, demonstrate empathy, and offer fast and satisfactory answers are all essential components of this skill set. Through theoretical research and real-world examples, I have discovered that going above and beyond to please guests can result in their loyalty, good evaluations, and ultimately the hotel's success (Heyes, 2017).
3. Organisational abilities: Managing numerous duties at once while at the front desk demands excellent organisational abilities. These include scheduling, checking guests in and out, responding to questions from visitors, and working with other departments. Operational effectiveness and customer satisfaction can be increased by applying theoretical knowledge to practical situations, such as efficiently using hotel management software, streamlining procedures, and maintaining correct records.
4. Problem-Solving Capabilities: For front desk employees, the capacity to act swiftly and handle problems is essential. Unexpected difficulties are common in the hospitality sector and might range from problems with room availability to client complaints. I can approach problem-solving methodically and come up with workable solutions that retain customer happiness and uphold the hotel's reputation by putting the theoretical knowledge I've learned through studying case studies and industry best practices to use.
5. Attention to Detail: To maintain accuracy in guest information, billing, and reservation administration, attention to detail is essential in the hotel front desk role. I've discovered the value of double-checking information and keeping a sharp eye out for inconsistencies through my studies. I can reduce mistakes, eliminate misunderstandings, and improve overall operational effectiveness by implementing this theoretical knowledge (Bénet,et.al. 2022).
6. Flexibility and Adaptability: The hospitality sector is dynamic, with unforeseen developments and demanding circumstances. Front desk employees must be fast to adjust and persistently adapt their strategies. Theoretical understanding can serve as a foundation for comprehending market patterns and foreseeing prospective difficulties. By applying my academic knowledge to real-world situations, I can react quickly to evolving situations and give visitors the best possible service.

Application of Theoretical Knowledge in the Hospitality Industry: 
Theoretical understanding acquired via academic courses can provide a solid basis for applied application in the hospitality sector. I may use my theoretical understanding in a variety of ways as a front desk worker, such as:
1. Making use of hotel management software: I can use my knowledge of hotel management systems to quickly handle reservations, check-ins, and check-outs for guests, guaranteeing a smooth stay (Melián-González and Bulchand-Gidumal, 2017).
2. Applying customer service strategies: By putting my theoretical understanding of approaches like active listening, problem-solving, and personalised interactions into practice, I can increase customer satisfaction and create enduring relationships.
3. Adhering to industry norms: My comprehension of industry legislation, safety procedures, and moral standards is based on my theoretical knowledge. I can make sure the hotel works in accordance with moral and legal requirements by upholding these standards.
Significance of the Topic in the Hospitality Industry: 
The subject of essential abilities needed to operate at a hotel front desk is extremely important in the hospitality sector. The hotel's reputation as a whole, guest retention, and effective front desk operations are all directly impacted. The hotel's face is represented by front desk staff, who uphold its reputation and core principles. They may enhance guest experiences, maintain efficient operations, and contribute to the success of the hotel by having the crucial talents listed above.

In summary, the front desk of a hotel demands a wide range of talents, including adaptation, flexibility, organisation, problem-solving, communication, and customer service. Front desk employees can thrive in their professions by skillfully managing guest interactions, putting industry best practices into practice, and upholding operational efficiency by applying the theoretical knowledge they have learned via academic studies (Rutherford, 2021). It is impossible to exaggerate the significance of these abilities in the hospitality sector because they have a direct impact on client satisfaction, hotel reputation, and long-term performance. I can help Crewe Hall Hotel and Spa and the hospitality sector as a whole succeed by continuously thinking about and improving these talents.
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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 shall dress in accordance with the hotel's dress code to ensure a neat and professional look. b. Maintain a professional demeanour. I shall extend a cordial welcome to visitors while being courteous and pleasant.


	I will review the handbook for everyday operations to become familiar with activities like maintaining reservations, responding to visitor inquiries, and liaising with other departments.
	Guest happiness is a top priority for me since I want to give my customers the best possible service. The reputation and success of the hotel are influenced by the number of favourable reviews, referrals, and repeat business that happy guests are more likely to leave.
	Cross-training: I'll ask for chances to receive cross-training in several divisions, such reservations, concierge, and guest services. This will allow me to expand my skill set and fill in during absences or emergencies.

	
Deliver first-rate customer service: I'll put the satisfaction of my visitors first by paying close attention to their needs, giving them accurate information, and resolving any issues they may have in a timely and courteous manner. I'll work hard to go above and beyond for them and create a memorable experience.

	Prioritise task management: I will make a to-do list to keep track of tasks and make sure that important responsibilities, such taking calls, responding to enquiries from guests, and managing check-ins and check-outs, are efficiently managed.
	Effective task management: By setting priorities and organising work, I can make sure that crucial front desk duties like check-ins, guest questions, and departmental coordination are completed successfully and on schedule.
	Succession planning: I'll urge management to put in place a clear succession plan. This would entail finding and training standby front desk staff who can temporarily fill managerial duties in order to ensure a smooth transition and little disturbance in business operations.


	
Exhibit thorough hotel knowledge: I will become knowledgeable with the hotel's features, services, and facilities so that I can confidently respond to visitors' questions and make pertinent recommendations.

	Work together with coworkers: I will keep lines of communication open with other front desk staff members and departments in order to address any issues, share knowledge, and guarantee a smooth operation.
	Collaboration and communication are important for creating a supportive work atmosphere that promotes effective problem-solving and efficient operations.
	Improved lines of communication: I advise setting up efficient channels of communication, including shared digital calendars or group messaging systems, to tell all team members of changes to the schedule, crises, and significant updates.

	Handle check-ins and check-outs efficiently: I'll make sure the check-in procedure is quick and easy, confirming reservations, assigning rooms, and giving out the essential details. I will appropriately manage billing at check-out and thank them for their stay.


	Consistently analyse workload and revise priorities: During my shift, I will regularly assess the workload and revise priorities as necessary, concentrating on high-priority duties and swiftly attending to urgent guest needs.
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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 innovative property management system (PMS) is used by Crewe Hall Hotel and Spa to streamline operations and improve visitor experiences. Reservations, front desk operations, housekeeping, and invoicing are all integrated into the PMS, which is a full software solution. Crewe Hall Hotel and Spa can automate procedures, reduce mistakes, and provide specialised services based on the preferences of each visitor by successfully utilising the PMS. The PMS makes it possible to manage reservations effectively by giving staff members easy access to visitor data, room allocation, and booking processing (Bardi, 2021). The check-in and check-out processes are streamlined, increasing customer satisfaction and cutting down on wait times. The system also makes it possible to track room availability in real-time, ensuring effective inventory management and raising occupancy rates. The PMS also creates in-depth reports and analytics that offer insightful information about guest preferences, booking trends, and revenue management. The hotel can use this information to guide decisions, improve pricing plans, and tailor services to match the needs of individual customers  (Kozlov, 2019). 






	
Element 2 – Hotel reputation


	
For Crewe Hall Hotel and Spa, upholding a favourable reputation is of utmost significance. A positive reputation increases customer trust, draws in new clients, and promotes repeat business. The hotel sets a high priority on continually providing superb service, maintaining top-notch facilities, and engaging guests in conversation. The Crewe Hall Hotel and Spa builds a solid reputation by putting the needs of its customers first. To guarantee they offer individualised and attentive service, staff members receive extensive training. A main focus is promptly responding to guest concerns and resolving problems in a timely and satisfactory manner. The hotel seeks to produce favourable online reviews and word-of-mouth referrals by regularly meeting or exceeding guest expectations. The hotel keeps a close eye on social media sites and online review sites to actively manage its reputation. This enables management to react quickly to customer feedback, displaying a dedication to ensuring customer happiness and ongoing progress. Engaging with visitors on social media platforms also offers a chance to highlight the hotel's distinctive characteristics, activities, and special offers, enhancing its standing (Komsic and Dorcic, 2016). 
Through surveys and guest comment cards, Crewe Hall Hotel and Spa actively seeks input from its visitors. This feedback is thoroughly examined in order to find areas that need improvement and make the appropriate adjustments (Al-Ababneh, 2017). The hotel maintains its status as a top choice among visitors and enjoys a favourable reputation in the hospitality sector by aggressively managing its reputation.






	
Element 3 - Communication 


	
At Crewe Hall Hotel and Spa, efficient communication is a crucial component of smooth operations and customer pleasure. The delivery of services and the experiences of customers are improved when there is effective and clear communication between staff members, departments, and customers (Burke and Hughes, 2018). The hotel encourages efficient communication internally by using a variety of strategies. To distribute crucial information, provide updates, and promote teamwork, regular staff meetings are held. Digital communication systems like email and instant messaging platforms enable effective and timely communication, so that staff members can stay informed and take care of business issues as they arise (Gonzalez, Gasco, and Llopis, 2020).
Externally, excellent customer service demands great guest interaction. The ability to actively listen to the needs and concerns of guests helps staff members respond to their requests and questions in a timely and accurate manner. For guests to have a smooth and comfortable stay, clear and concise verbal and written communication is crucial when providing information and directions. In addition, Crewe Hall Hotel and Spa values customer comments and actively promotes open lines of contact. For the purpose of gathering input and evaluating visitor experiences, comment cards, online questionnaires, and guest satisfaction surveys are all used (Vrontis, Iazzi, Maizza, and Cavallo, 2022). The areas that can be improved upon using this insightful feedback are then identified, and the required changes are made to improve the overall visitor experience.






	
Element 4 - Staffing 


	
The success of Crewe Hall Hotel and Spa depends heavily on its staffing. The hotel is aware of how important having a skilled and motivated personnel is to delivering outstanding service and exceeding guests' expectations. To guarantee that the proper people are hired for diverse tasks, the hotel uses efficient staffing practises (Gupta, 2019). To choose competent candidates with the required skills and traits, thorough recruitment processes, such as candidate screening, interviews, and reference checks, are carried out. Crewe Hall Hotel and Spa works to create a team that is dedicated to providing exceptional service by thoroughly screening individuals.
The successful operation of the hotel depends on maintaining the proper employee numbers (Ann and Blum, 2020). A sufficient number of employees makes sure that customer needs can be addressed quickly and that service quality is not compromised. The hotel can make necessary adjustments as a result of regular monitoring and review of staffing levels, which help detect any gaps or surpluses. The Crewe Hall Hotel and Spa also understands the value of staff training and development. Programmes for ongoing training are used to develop skills, increase job satisfaction, and promote a positive work environment. The hotel ensures that staff members have the knowledge and abilities needed to provide great service and foster unique guest experiences by making an investment in their professional development (Rossidis, Belias, and Vasiliadis, 2021). Additionally, the hotel supports a positive workplace atmosphere and promotes cooperation and teamwork among staff members. Recognising and rewarding exceptional achievement increases employee motivation and fosters a sense of pride and commitment in their work.
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