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	[bookmark: _Toc136946380]Skills required for hotel front desk  
Front desk officers are the face of hotels that need to be super skilled; they should communicate well with customers. They should patiently listen to what they are saying, know the job of correctly entering data, and can multi-tasking all the time. Maintain good hygiene (Belias, 2019). Well-educated, deal with work independently. Someone who is very well organised with their work without creating any panic. The most important qualities include excellent communication and phone skills. They should be friendly enough to handle every customer patiently. A front desk should manage the overall staff of the hotel while keeping a check on their task. They should deliver all the email and outgoing packages and coordinate the office works and activities. The person should be trustworthy enough and understand each situation while providing possible solutions for every problem going on in hotels. Ready to handle all the rush times and flow of customers (Swanson, 2019). Most of the time, while visiting a hotel, the front desk officer is not as polite as they should be in terms of communicating; upon asking, they are super rude and not catering for their customer in a good manner. My experience with the hotel front desk is not as good as it should be; they are not welcoming nor a good presentation of the hotel that it should be giving.
[bookmark: _Toc136946381]Theoretical knowledge  
Working as a front desk officer, the person needs to implement some skills that are highly required for a hotel’s front desk. Hotels in the UK are checking on their front desk to improve their customer's experience as the front desk represents the image of hotels. The knowledge learned by the front desk has to be implemented in real-life situations they face. Hotels like The Grand Blackpool is improving their front desk experience by enhancing their services while keeping a check on their customer's need and making them feel like a VIP, storing guests’ data in a proper system without getting it leaked (Shin, 2019). Prioritising hotel tasks as many big hotels need to work on their speed of check Ins'. The front desk should be attentive every moment as its requests can be made at any time; not catering to the client's demand properly will cost every staff a huge struggle. Hotels like Tune are providing training to their front desk to empower staff members so that they can make decisions quickly. Modern technology is being used in hotels to take reservations. It is the key to a team's in need of success. The quality of a hotel is measured through its front desk, and the main key is to identify guest and their needs.
[bookmark: _Toc136946382]Importance of hotel front desk skills in the hotel industry 
Front desk skills are important for the hotel industry as it is a special responsibility to handle the guest experience. It is mostly considered as the hotel's face, performing work smoothly and solving every problem easily and effectively, making the guest experience wonderful and enjoyable at the same time (Sayin, 2019). According to my observation, a front desk officer plays a prominent role in creating a good image of the hotel while performing smooth check-ins and controlling the guest stays by warmly welcoming them; the front desk officer is the first and most important impression of a hotel to visitors. If a front desk officer is very good while communicating with guests, it creates a good impact on the hotel, replying very calmly to every person, staying well organised and being ready to work under any pressure situation (Olimovich, 2020). While working an s a front desk, you should be required to handle all the data and information of the guest and keep it safe with you. Properly organising the staff and providing them with training for smooth operations. While visiting the Premier Inn, the best hotel in the UK, the experience was not good enough as the staff was not cooperative at all, at the time of check-in contact with the front desk was awful and people had to wait till 1 hour and still getting no response from the staff and front desk was not answerable for their work (González-González, 2021). So, in my experience, the front desk skills matter a lot for a hotel as the impression of the customers varies from the experience they had at the time of check-in and the responses they get from staff. Hotels like these with big names should have to keep their front desk very manageable and hardworking as it is a big responsibility to handle a hotel’s reputation.
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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 a quick resolution of this scenario in the future?


	
Greet the guest well with a welcoming approach upon their arrival, along with a display of professionalism and integrity. 

	It is important to familiarise oneself with the operational procedure of the hotel, which includes check-in/check-out processes and room allocations. An appropriate and systemised operation will ensure convenience and smooth running of functionality throughout the shift. 
	This would be effective as it improves work efficiency and also ensures tracking the targets effectively, leading to guest satisfaction. 
	A comprehensive training plan needs to be developed for the front desk associate, which will cover aspects such as operational procedures, guest services and problem-solving skills.


	
The guest must also be well-informed about the services, amenities and local attractions to please their stay at the hotel. 

	Coordination with other departments needs to be maintained for efficient guest services.
	With the aid of coordination and communication, streamlined operations are maintained. 
	A detailed manual need to be outlined, which ensures that all departments are well-connected and a clear handout of guidelines is available to them. 


	Ensuring cleanliness must also be focused on the front desk area. The front desk must be embellished with pamphlets and brochures to guide guests with informational materials. 

	The reservation system must be updated constantly to record guest preferences and information.

	The plan is effective as it recognises the importance of maintenance of a clean and organised front desk area. This is because it reflects the professionalism of the hotel, suggesting that it gives attention to detail.

	The implementation of the cross-training initiative is essential as it would ensure that staff shortages are mitigated by extending utmost support.  

	
A customer-centric approach needs to be maintained, which will help respond promptly to guest inquiries and complaints. 

	Timely communication needs to be maintained with the staff, management and the guests. 
	The adoption of a customer-centric approach helps in monitoring guest satisfaction which allows for promptly addressing issues and complaints and yields guest loyalty and positive word-of-mouth.

	A clear communication protocol is essential to be kept in a place which allows one to make informed decisions and ensures to take necessary actions when needed. 

	Monitoring the guest's satisfaction is also a major task for the front desk. Therefore, the front desk needs to monitor guest satisfaction via feedback forms. 


	For smooth operations, adhering to security protocols is necessary, along with a focus on cash handling. 
	Adhering to security protocols helps maintain guest safety and the hotel's reputation for providing a secure environment.

	A regular review is required to ensure that guest satisfaction is attained by keeping updated on the new industry practices and working with technological advancement to ensure relevance. 



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)


	
In the view of Nirmala (2021), a property management system is described as software that works to facilitate administrative tasks and the hotel reservation management system. The important function of a PMS system is to assist in front-desk operations, channel management, reservations, occupancy management, housekeeping and payment processing. The PMS software also controls elements of financial transactions and controls reservations along with performing the role of human resource management.  In addition to this, Moyeenudin et al. (2018) provided that PMS facilitates the major processes related to internal as well as external operations. The employment of an appropriate PMS can be linked to the success of the hotel. The elements that are required when considering the PMS includes the focus on technological advancement and the addition of innovation and creativity within the functionality of the hotel operations. The adoption of the cloud is common for PMS systems, which allow the staff o access the systems and information from the entire hotel. This ensures to maintain integrity and user-friendliness with a major focus on communicative outcomes. The PMS system also provides an enhancement of customer relationship management and ensures to collect the guest information and integration with the already existing CRM in place. Hence, PMS also focuses on areas of integration which include the integration with other systems or the collaboration and adherence with third-party technologies (Moyeenudin 2021).


	
Element 2 – Hotel Reputation


	Alrawadieh and Dincer (2019) described hotel reputation as the influence and monitoring of the online perceived image of the hotel. This is particularly important for the overall growth of the hotel businesses, and if done accurately, it can lead to repeated guests, increased brand value and an elevation of the revenue of the hotel. However, Lai (2019) provided that the reputation of the hotel is composed of several key elements. Amongst the various element, the focus on location is of utmost importance as it serves as the reference point for the travellers and can have a direct influence on the occupancy rate of the hotel. A good location is also crucial to ensure the influx of travellers, enhancing the overall business performance. In addition to this, the workforce or personnel is also an appealing yet captivating element that works to enhance the reputation of the hotel. The hotel industry is customer-centric, and workers are in direct contact with the target audience, suggesting that well-trained personnel is important for delivering the desired services and boosting the reputation of the hotel. Besides this, another key element is gastronomy which works to influence the perception, behavioural intention and satisfaction of the tourist. Gastronomy is not just about the food options; it mainly reflects the traditions, culture, and heritage and creates a sense of community with the travellers. Therefore, it serves as a vital element in boosting the hotel's reputation. Xu (2020) provided that hotels also need to focus on maintaining their online reputation, which is attained through the element of marketing. However, marketing helps the hotel to enhance its reputation by reaching prospective guests and elevating business performance. 

	
Element 3 - Communication 


	Rabiul et al. (2022) provided that communication within the hospitality industry serves as a two-way process which ensures the exchange of knowledge, opinions, findings and ideas between the employees and the management, which ensures to yield of desired outcomes to the visitors. However, when considering communication, several key elements are required to be focused. One such element is to practise active listening, which refers to the skill which not only emphasises hearing but also ensures understanding of their viewpoint. This is essential to resolve conflicts and ensure that every employee in the hospitality sector is working on the same page. Besides this, another key element is to be clear and concise with the communication by conveying information and giving instructions that are easy to understand. Therefore, it is essential to make use of simple language and avoid jargon. Another communication element is the focus on empathy. Wechsler and Schweitzer (2019) provided that based on the customer-centric nature of the hospitality industry, it is essential to maintain empathy while communicating with each other or the guests. Furthermore, the communication must also be respectful with a humble and soft tone. This helps foster good relationships and reflects on efficient hotel operations leading to a repeat and loyal customer base. This is because the customer feels respected and valued by the hotel, creating positive word of mouth. The use of appropriate body language and maintaining eye contact with the customers also help indulge the customers with appropriate communication and resolve their concerns effectively. 

	
Element 4 - Staffing 


	Acikgoz (2019) described staffing as the process of hiring people by following an appropriate line of action which requires that the skill set of the applicant matches the job requirement of the particular vacant position. Staffing serves as a managerial function which is a combination of several key elements. The first major element of staffing is the focus on recruitment which entails attracting and encouraging qualified and skilled individuals for the job position. The recruitment element of staffing also ensures that the job seekers are notified of the job opening and attracts the employees that suit the employment prospects and also filter those candidates that fail to meet the required qualification and expertise. The recruitment process then leads to the next element, selection, where the choice of a suitable candidate is made from the filtered pool of participants. The candidates are then called for an interview which helps fill the position with the right talent. To further enhance the knowledge and skill set of the individuals, the element of training and development is focused. Tracey and Swart (2020) provided that training and development ensure to well-equip the selected candidate and make them aware of the core responsibility to ensure and please the customers. Thus, the identified elements of staffing ensure that the hotel operations and functionality are well-maintained and aligned with the core objectives of the hotel, uplifting its brand image. 
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