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As any job working at the hotels from dens it is also demanding a range of skills in terms of the hard and soft one. The front desk is the first point of contact for guests and sets the tone for their stay. Thus, the personnel working here need to exude warmth, professionalism, and efficiency. In this context above has been consider some of the skills relevant in this context here:

Communication skills: communication it is key in every aspect and in this context of front desk worker being in from of the cont. it is demanding excellent communication in terms of verbal and non-verbal one as they should be able to clearly convey information about hotel services, processes, and policies, as well as understand and respond appropriately to the needs and queries of the guests(Bardi,2011).Customer service is at the heart of the front desk operation.As stated above they need to demonstrate all the time empathy, patience along with strong professionalism when they are in the contact with the customers and all the time they must look for ways to satisfy customers satisfaction along with handle complaints or issues diplomatically and ensure that guests feel valued and satisfied( Johnston et.al 2012)Therefore, in this context of handling issues, problem solving it is very essential as in this position the staff that it is working might always encounter unpredictable situations and complaints. Being able to think on their feet and come up with quick and effective solutions is crucial. This involves understanding the issue, evaluating the options, and implementing the solution while ensuring minimal disruption to the guest. As they are the one that needs to handle booking, payment, check in and of course check out and other activities being organized it is essential as it is preventing mistakes and enable them to do their job that demands (Solomon,2016).
to handle multiple tasks simultaneously without compromise on service quality.Here it is important to be stated that attention to little things it is an advantage a skill beneficial as these staff needs to remember a repeat guest's name, their preferences, or simply ensuring all information entered is accurate and deliver all the time better.In today's digital age, front desk operations involve using a range of technological tools - from hotel management systems to payment processing tools. Proficiency in using these systems ensures smooth operations and a good guest experience( Solomon,2016).

Even if this it is not a minatory skill being multilingualism it is beneficial also here as it is all about ability to to speak multiple languages can be a significant asset in a diverse, multicultural environment as in this context it is helping the staff to break down the Kan gage barrier and being more personalize to the customers in terms of the serving helping in this way to show relevant intercultural competences.Front desk staff often work with different departments - housekeeping, room service, management(Rutherford and O’Fallon,2011).Being a good team player ensures smooth inter-departmental coordination, leading to better guest experience.This job it is one very stressful and having patience and resilience it is essential as any worker her Ein this position must be able to handle long hours of working and to manage stress and maintain a friendly, professional demeanor is crucial.: Front desk staff also play a role in promoting and selling the hotel's services and offers. Being persuasive and knowing the right sales techniques can be valuable. (Solomon,2016).


Therefore, based on all of the above working in this position it is demanding a lot of relevant skills and it is beyond the basic one in terms of communication, being friendly and helpful as this job it is demanding a range of skills, from communication and customer service to problem-solving and organizational abilities. By honing these skills, front desk staff can provide a high level of service that enhances the guest's experience and supports the hotel's reputation and business success. (Solomon,2016).

To conclude, having all of this skill it is essential and of course there are other skills relevant in this context such as: having cultural awareness, being able to accept other ideas and embrace different cultures, to pay attention to details and of course to have conflict resolution.
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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?


	
Keeping all the time a professional image and the standards of the brand: in terms of dressing professional, exhibiting an overall positive and calm demeanour.

	By adhering the standard operating procedures in order to guarantee the flow of operations and to have a clear communication
(Solomon,2016).

	This approach sets a good impression and assures guests that they're in capable hands. By adhering to established procedures and maintaining open communication, service disruption will be minimized.
	propose that a detailed "first-day guide" be created for new hires, clearly outlining the procedures to be followed in the absence of a supervisor or manager.


	
Proactively communication to keep them all the time involved.

	Double check every detail in terms of the booking reservation before they arrival
	By being proactive and meticulous, I can prevent issues from arising and keep guests satisfied. 
(Bardi,2011)

	Regulate training and thus preparing all the from desk staff to handle better unexpected situations.

	
Technology development and growth

	Make use of ore and more technology in terms of the system to manage reservations, check-ins, check-outs, and guest requests efficiently.

	By familiarizing myself with the hotel's management system, I can handle most of the front desk operations efficiently and quickly.

	It is good as decrease the human error

	Manage Guest Complaints Effectively: I will handle any guest complaints with empathy, patience, and professionalism, ensuring guests that their concerns are being heard and addressed.
 (Solomon,2016).




	Effectively manage negative feedback.
	Regular training on effective complaint handling and conflict resolution should be conducted to equip all staff members with the skills to handle difficult situations.
	Close coordination with the housekeeping and other hospital staff (Bardi,2011)

	Effective inter-departmental coordination ensures that all guest needs are promptly addressed, enhancing their overall experience.

	Good inter relationship between department.
(Solomon,2016).

	Seamless service delivery is key to guest satisfaction.
	A system of regular inter-departmental briefings
Everyone it is on the same page.





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 Property Management System (PMS) is essential in terms of the hotel business operations as it is offering a range of software solution that streamlines all facets of hotel operations, from managing bookings, check-ins and check-outs, to maintaining guest profiles, facilitating billing, and coordinating with various departments and some of them in this case are all related to enhancing the operational efficiency in terms of removing the manual errors and offering all the time real-time insights into the hotel's performance. By digitally transforming the operations, a PMS can significantly enhance the guest experience, leading to higher guest satisfaction and loyalty.
(Solomon,2016).





	
Element 2 – Hotel reputation


	
It is widely known that the reputation of a hotel can be easily and very simple impacted in terms of its success and this it is impacted by a lot of factors in terms of the quality of service, the cleanliness of rooms, the efficiency of staff, and guest reviews. Positive guest experiences often lead to favourable reviews on various platforms such as social media, travel websites, and the hotel's own website (Tewari,2009). These reviews play a pivotal role in attracting new customers and retaining existing ones. Maintaining a stellar reputation requires consistent delivery of exceptional service, promptly addressing guest complaints, and actively managing online reviews. Here it is important to consider the service quality as this it is the main factor that it is impacting the client satisfaction along with the hotel brand reputation in terms of the quality of the services provided and thus delivering exceptional service consistently creates positive experiences, fosters guest satisfaction, and increases the likelihood of positive reviews and recommendations. (Solomon,2016).

The cleanliness and maintenance of hotel rooms, common areas, and facilities significantly contribute to guest satisfaction and the overall perception of the hotel and a good example to support our arguments it is by looking at the Premier Inn that has a lot of issues in terms of cleaning and thus the company faced issues in terms of maintain its customer base as a lot of customers complain about this especially during the pandemic and also they refuse to stay within the hotel and thus a well-maintained and clean environment creates a positive impression and enhances the hotel's reputation. (Solomon,2016).

Hotels with efficient operations and staff who respond promptly to guest requests and inquiries leave a lasting impression and thus paying attention to all the time it is related to the guest needs and providing timely solutions contributes to guest satisfaction and positive word-of-mouth. Here it is important to consider the guest complain resolution and thus addressing guest complaints and resolving issues effectively is crucial for maintaining a good reputation and this it is all about active listening, taking actions in terms of removing the gaps and solving the prelims and trying to resolve issues and even to turn a negative experience into a positive one. (Solomon,2016).







	
Element 3 - Communication 


	
Effective communication is also very essential in the context of the hotel operations and it is widely known that can take also many forms in terms of staff communication and the relationship between the departments when referring to the customers communication with clients and within the hotel and its operation clear communication it is essential as it is all the time assuring the seamless service delivery( Hammer,2016)For guests, proactive communication about their booking details, hotel amenities, or potential issues can enhance their experience. In this context of the detail environment, it is essential to be stated that hotels are now dependent in terms of social media platforms, communication tools along also with their website as this it is enabling them to effectively communicate and establish strong relationship with customers and thus excellent communication can significantly enhance guest satisfaction, leading to repeat business and positive reviews. (Solomon,2016).

Feedback Management: Communication is not only about speaking but also listening it is all about taking the feedback from the customers and addressing all the time all the relevant concerns related in order to assure an excellent way of demonstrating the hotel's commitment to customer satisfaction. Also, the hotel staff should it is all the time supporting in giving feedback in order for the company to further expand and to enable to growth and improve its services. Another important thing it is essential here in this context it is being transparent as it is required to have a transparent communication wit the clients in terms of the bookings, additional charges, or any changes can help build trust and avoid any future misunderstandings. Transparency is also vital within the team to ensure everyone is on the same page. (Solomon,2016).


Non-verbal Communication: This includes maintaining positive body language, making eye contact with guests, and using appropriate gestures. It helps in conveying warmth and making guests feel welcome.





	
Element 4 - Staffing 


	

Staffing in hotel operations it is essential in order to assuring that the business functions in the proper way and the satisfaction of its guests. This includes not only hiring the right number of staff for each department but also ensuring they are well-trained, motivated, and equipped to perform their roles effectively and thus it is all about coming with relevant recruitment strategies along with effective training and fair remuneration and offering employee engagement initiatives. Effective staffing strategies also include contingency plans to handle staff shortages or high-demand periods. (Solomon,2016).
A committed and skilled workforce can significantly enhance the guest experience, boosting the hotel's reputation and profitability. Therefore, as per all of the above it is important to state that are mentioned are key elements in hotel operations. Each plays a unique role in ensuring the smooth functioning of the hotel and the satisfaction of its guests. By effectively managing these elements, a hotel can enhance its operational efficiency, boost its reputation, and ultimately, achieve business success.
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