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Introduction
Customer care is essential in the growing hotel industry. The first time a consumer interacts with the front desk employees, their experience is shaped. To welcome guests and make their stay enjoyable, front desk staff members need to possess several skills. How these skills could be applied will be illustrated with examples. This section discusses hotel front desk skills and how they contribute to the success of the hospitality industry (Amelia, 2018).

Competencies needed to operate at the hotel front desk
To keep the hotel running smoothly and deliver top-notch customer service, front desk employees need a variety of talents. Front desk personnel must excel in providing excellent customer service. They should act courteously and professionally. They should be kind, attentive, and considerate of visitors' requirements. They also need to interact effectively with clients, co-workers, and other stakeholders. They must be able to talk and write clearly, as well as adjust to various circumstances and audiences (Assobarry, 2022). Dealing with issues: Front desk employees must address customer complaints, technology difficulties, and emergencies. Critical and innovative thinking are required of students for solving problems (Siagian, 2020). Technical Knowledge: Front desk staff members need to be familiar with hotel software, such as the Property Management System (PMS), reservation, and Customer Relationship Management (CRM) systems. To collect cash, manage payments, and maintain records, they need a basic understanding of computers (Datu, 2019). These skills, as well as the capacity to work effectively under pressure, remain composed and patient under pressure, and have a positive attitude while providing first-rate customer service, are necessary for working at a hotel front desk.

Industry case studies
The quality of visitors' experiences at a hotel is greatly influenced by the front desk staff because it is typically the first point of contact for guests. During my visits at many hotels, I have observed where the front desk staff oversaw creating a welcoming and positive first impression. For instance, on a recent family holiday, I stayed at a high-end resort where the front desk staff provided excellent customer service. They anticipated my needs and were considerate, attentive, and helpful to make my stay more enjoyable. They demonstrated during my stay their capacity for effective and efficient interaction with clients and co-workers by resolving issues as they arose (Ahmad, 2019). In addition, I noticed how structured and adept at juggling several tasks the front desk staff were while I watched them in operation. To handle bookings and answer tourist queries, they were skilled at handling hotel software systems including PMS and reservation systems.

Theory into practice when working in the field
Depending on the nature of job and industry requirements, the hotel sector employs theoretical knowledge in various ways. Customer service principles can be used by front desk staff to manage phone calls from clients, complaints, and questions. Using revenue management and pricing strategies, hotel revenue managers may choose the appropriate room rates and maximise profits. Potential visitors may be persuaded to stay at the hotel by marketing professionals. Theoretical understanding might boost hospitality productivity and profitability. Industry experts need to be up to date on trends, best practises, and rules so they can use this information in their work (Kibe, 2019).

Individual reflection
I have seen how the front desk staff interact with visitors, so I am aware of the demanding nature of the job and the skills required for success. My opinions clearly show that front desk staff must have great customer service skills. They must be friendly and welcoming, able to foresee visitors' needs, and could make visitors feel valued and appreciated. They must be able to communicate effectively with clients, colleagues, and other stakeholders. I've also learned how important structure is in my position. The front desk staff must be able to prioritise tasks, use their time wisely, and maintain accurate records. Additionally, being able to resolve guest concerns and unanticipated scenarios requires strong problem-solving skills. Finally, I've seen that front desk staff members need to be technologically savvy. They must be knowledgeable with customer relationship management (CRM) software, reservation systems, and property management systems (PMS) (Datu, 2019). 

Relevance of the subject to the hotel sector
The problem of the skills required to operate at a hotel front desk is important in the hospitality industry since front desk staff members are crucial to providing excellent customer experiences. The core of the hotel industry is providing excellent customer service, and for many visitors, their first point of contact is the front desk. Their capacity to effectively communicate, respond to questions and concerns, and foster a welcoming environment may have a significant impact on a visitor's overall experience (Shin, 2019).

Conclusion
In conclusion, it takes a certain set of talents to work at a hotel front desk, including customer service, communication, organisation, problem-solving, and technical proficiency. Training, education, and applying theoretical information to practical hospitality situations are all ways to develop these skills (Leung, 2019).
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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?


	Warmly welcome visitors I'll smile and act kindly as I welcome visitors, making them feel valued and at home.

	Task prioritisation: I will rank tasks according to importance and urgency, making sure that critical activities are completed first to avoid delays or interruptions.

	Well-structured: To prevent delays and errors, my plan gives chores a priority and makes sure that everything is in its correct spot.
	Employers should cross-train their personnel to ensure that there are team members available to help in an emergency.

	Maintain a professional appearance: By keeping my appearance tidy and professional, I will make sure it matches the hotel's standards and values.

	Good communication: I will have good communication with all staff members and departments to make sure that tasks are completed on time and that everyone is on the same page.
	Organisation: To minimise disruptions and keep operations operating smoothly, my approach emphasises on identifying and addressing potential issues before they become problems.
	Creating an emergency plan: Having a written emergency plan will provide clear instructions on what must be done in the event of any unanticipated circumstances.

	Give clients accurate information so they may make an informed decision regarding the hotel's amenities, rules, and nearby attractions.


	Maintain organisation: I will make sure that the necessary paperwork, documents, and equipment are organised to avoid delays and mistakes.
	effectiveness: My plan is to ensure that tasks are completed efficiently and on time, which is essential for reducing wait times and guaranteeing efficient operations.
	Staff education: By instructing staff members on emergency procedures, such as fire drills and evacuation plans, everyone will be aware of what to do in the case of an emergency.
Backup strategy: Having a backup strategy in place, such as a pre-made checklist or assigning a certain employee to complete the assignment, can ensure success for tasks that cannot be postponed.

	I will strongly listen to visitors' problems and feedback, showing that their opinions matter and promptly resolving any issues that may emerge.

	Keep an eye on visitor traffic: I'll keep an eye on visitor flow to make sure that visitors get a rapid response and that wait times are maintained to a minimal.
	comprehensive: To ensure that everything goes as planned, my approach considers a variety of front desk associate responsibilities, from guest interaction to operations management.
	Keeping track of contacts: Maintain a contact list for important people: It is possible to ensure that important stakeholders, such as suppliers and contractors, can be reached in the case of an emergency or unanticipated incident by creating a contact list with their phone numbers and email addresses.

	Go above and beyond: I'll work hard to go above and beyond what consumers anticipate, whether that is giving them extra luxuries as a gift or going above and beyond to fulfil any demands or needs they may have.

	Be proactive: Throughout my shift, I will take the initiative to identify and address any potential issues before they escalate, ensuring that business operations go without any difficulties.
	proactive: To minimise disruptions and maintain operations in a seamless manner, my strategy focuses on identifying and addressing potential issues before they become problems.
	Backup plan: Having a backup plan in place, such as a pre-made checklist or designating a certain employee to complete the assignment, can ensure that the activity is completed on time for tasks that cannot be postponed.



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 software application called a Property Management System (PMS) is used to manage and improve hotel operations. To provide excellent visitor experiences, hotels need to manage their everyday operations. For all hotel operations, including bookings, room allocations, check-in and check-out, invoicing and payments, and maintenance of guest profiles and preferences, a PMS gives a single point of control. One of a PMS's most important capabilities is its ability to manage hotel reservations and inventories. A PMS helps hotel staff manage room availability and inventory in real time so they can provide customers with accurate and timely information about room availability, rates, and amenities (Ansah et al., 2012). The system may also automate room assignment management, email confirmations, and the reservation process. The ability of a PMS to manage visitor data and preferences is another critical feature. Hotels may gather customer data such as contact details, preferences, and visit history using a PMS. This information may be used to tailor the visitor experience and make tailored suggestions, such as suggesting restaurants or tourist attractions in the area. Systems for accounting and housekeeping can also relate to PMS systems. This improves data accuracy and allows for more efficient management of hotel operations. A PMS may instantaneously update the availability of a room in all booking channels after it has been cleaned and is ready for use (Dev et al., 2017). Additionally, a lot of PMS systems provide advanced reporting and analytical features. To optimise operations and increase income, hotel staff may access crucial performance statistics including occupancy rates and revenue per available room.


	
Element 2 – Hotel reputation


	
Since it may have a significant impact on guest satisfaction, customer loyalty, and ultimately revenue, reputation is an important component of hotel management. Numerous factors, such as service excellence, facility upkeep, and general guest happiness, affect a hotel's image. Superior guest service is a need for building and maintaining a solid hotel reputation. This involves providing customised service, promptly responding to inquiries and grievances, and taking proactive measures. Hotels may make a lasting impression on their guests by providing exceptional service, which can lead to positive evaluations and recommendations (Ivanov, 2014). Another essential component for building and maintaining a positive hotel reputation is cleanliness. Your visitors should expect tidy, well-maintained rooms and public areas. Hotels must use strict cleaning procedures and conduct regular inspections to ensure standards are being followed to preserve cleanliness. A hotel's stellar reputation may also be enhanced by the provision of first-rate amenities. Included in this are comforts like comfortable mattresses, premium toiletries, and in-room entertainment. To continue to meet customers' expectations and compete with other hotels in the area, hotels should regularly evaluate and enhance their amenities (Zacarias et al., 2015). Finally, maintaining a hotel's stellar reputation depends on responding to guest feedback. Reviews and comments on TripAdvisor and other media outlets should be routinely monitored and addressed by hotels.


	
Element 3 - Communication 


	
Running a hotel effectively requires effective communication. Effective communication between hotel staff and visitors may increase customer satisfaction and loyalty as well as the hotel's revenue. There are several essential communication-related aspects in the hotel industry. First and foremost, it's critical to have open lines of communication with visitors throughout their stay. This may entail distributing welcome packages, information packets unique to each room, and emails sent prior to arrival. Furthermore, it is critical to provide detailed instructions and information regarding hotel amenities and services as well as nearby activities and attractions. Another essential component of communication is paying attention to visitors' remarks and finding prompt solutions to their concerns (Mathews, 2012). This can help to win over guests' trust and demonstrate the hotel's commitment to providing excellent service. The ability to communicate among hotel workers is also crucial to ensuring smooth operations. This may need effective and concise communication between the personnel working at the front desk, housekeeping, maintenance, and other departments. Regular meetings and training sessions can help to make sure that staff members are working together and on the same page to provide customers with a seamless experience. Technology might be crucial for communication in the hotel industry (Abad et al., 2019). Many hotels now offer smartphone applications that let guests communicate directly with hotel staff, purchase services, and get information about their stay, among other things. This could improve client comfort and efficiency while also speeding up worker communication.


	
Element 4 - Staffing 


	
To provide excellent guest experiences, staffing is a vital component of hotel operations. The skills, dispositions, and abilities of the employees play a significant role in any hotel's performance. When deciding how many people to hire for the hospitality industry, consider the following factors. Hotels must first and foremost ensure that they have enough staff to meet the needs of their guests. This involves hiring enough staff to cover all shifts and provide a range of services, such as housekeeping, food and beverage delivery, and front desk assistance. Finding candidates with the qualifications, experience, and abilities needed to perform their tasks well should be given top priority during the hiring process (Moreo et al., 2013). To ensure that their staff members have the necessary skills and expertise to provide excellent service to guests, hotels must secondly train and develop their staff members. For personnel that interact with international clients, this may entail providing ongoing training and development courses including safety training, language training, and customer service training. Finally, hotels need to foster a positive work environment that inspires staff to give it their utmost and makes them feel appreciated. This may entail praising and rewarding staff for their hard work, encouraging teamwork, and providing opportunities for career advancement. In the hospitality industry, controlling employee turnover is a crucial component of staffing (Omame and Tijani, 2018). High employee turnover rates could be expensive for hotels, both in terms of the time and money needed to find and train new hires as well as any potential negative effects on customer satisfaction. Hotels must provide competitive pay and benefits, a positive work environment, and opportunities for career advancement to lower employee turnover. An important part of running a hotel is staffing, which requires careful planning, hiring, training, and development (Sriyam, 2013). Hotels can attract and keep talented staff, deliver first-rate guest experiences, and succeed in the long run by making investments in their workforce and promoting a positive work environment. 
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