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To  further make sure that hotel guests get the best service and are happy, people who work at the front desk need to be able to do a lot of different things and therefore in this context is important to be stated that the person in this job is very important because the front desk staff is the first person guests meet and set the tone for their whole stay considerations(Vallen and Vallen,2012). Therefore, relevant skills such as communication, problem-solving, technical know-how, attention to detail, and the ability to change are some  inthis context one the most important skills needed for this job and therefore this essay will go into these skills in more depth and show how important they are to the general success of a hotel's operations and the experience of its guests considerations (Johnston et.al 2012).

How to Talk to People

At the hotel front desk, good conversation is absolut etherefre  very important. The staff needs to be able to explain hotel amenities, answer questions about nearby sites considerations and of course , and deal with guests' problems in a way that is absolute effective and without any considerations and therefore talking and body language are both part of this and therefore in this context people who work at the front desk should also be good listeners who can correctly understand and meet the needs of guests considerations. Being able to speak more than one language is becoming more and more important in today's globalized world because it makes it easier to serve people from other countries considerations(Fallon and Rutherford,2010)..

Ability to Solve Problems

Because of how the hospitality business works and in this context it is important to be stated that front desk staff will always have to deal with problems and issues and therefore is absolute important  to be all the time able  be able to think in a faster way and therefore  and come up with answers right away(Bardi,2010). This could mean fixing  relevant mistakes in plans, dealing with unhappy guests, or being ready for the unexpected, like when there are too many reservations. A skilled front desk worker can therefore simple turn a bad experience into a good one by fixing problems in a way that keeps the hotel's image in good shape and makes the guest happy(Wood,2013).

Technical Know-How

The people who work at the front desk of a hotel need to know how to use a wide range of technological tools, such as property management systems and software for booking and making reservations and therefore in this context  these tools are necessary to check guests in and out, keep track of reservations, and handle billing considerations and thus because technology is always  in a faster way of changing in the hospitality business, technical skill also means being able to learn and use new systems quickly(Tewan,2009). Also, knowing how to fix simple problems that happen a lot with these systems can make them work better and make guests happier in this context as per Wood (2013)

Care for the Small Things

Thus, offering a lot of great experiences for guests is what the hospitality business is all about, and  therefore all parts even the smallest details are important. Front desk workers need therefore to further pay close attention to every little thing to make sure that every part of a guest's stay is handled correctly, from the details of their reservation to any special wishes they may have and therefore this is all about an ability also includes being able to recognize and remember repeat guests, making their stay more enjoyable, and making them feel like they are important(Hammer,2016). Paying  therefore and in this way attention to details also means keeping your workspace clean and organized, which is very important for front desk workers who have to deal with a lot of information and chores every day considerations(Solomon,2018).

Ability to adapt

Another important skill for hotel front desk staff is in this context  the ability to adapt to different scenarios and guests' needs considerations and therefore this is all about means being able to quickly switch between jobs, deal with stress well during busy times, and get along with a lot of different kinds of people(Solomon,2018). The world of hospitality is always  further and further changing, with new challenges and chances coming up every day. It is absolute relevant in this context  to be able to change your plans quickly and adaptable in order to keep your guests happy and your business running smoothly considerations(Hammer ,2018).

To sum up therefore, working at a hotel front desk requires a wide range of skills, including the ability to communicate clearly, solve problems, be technically proficient, pay close attention to detail, and be flexible. These skills are absolute necessary to make sure that guests have a great stay, which directly affects the hotel's success and image and therefore as the hotel industry changes, these skills will still be the most important things that set a front desk worker apart and therefore in the end, they will play a big part in how the whole module of hospitality management education is graded.
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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?


	
Smile and welcome everyone to make the venue feel more pleasant. 


	Discover the day's appointments, events, and VIP guests.

	The hotel's image is maintained by cleanliness and professionalism.

	All front-desk staff should take cross-training sessions to manage unexpected scenarios.

	
Follow the hotel's dress code and look professional.

	Keep track of your work and follow all the stages with a checklist.

	Aware and ready service is faster and more accurate.

	Make a "Quick Reference Guide" for common front-desk concerns and issues. 

	

Show empathy and compassion in all guest interactions to personalize their experience.
	Get real-time booking and guest request updates from the front desk software.

	A good task manager finishes all things on time.

	You should be able to call or text management or top workers promptly. 

	

Provide accurate and current hotel services and amenities. 

	Prioritizing visitor requirements while doing your job lets you multitask.
	Putting guests first improves reviews and word-of-mouth.
	Create a support structure involving other departments to help the front desk when staffing is low. 

	

Front desk and hallway should always be tidy and pleasant.
	Talk to housekeeping and repair regularly to ensure room and service quality.

	A warm greeting can make people delighted and loyal.

	Regular scenario-based training prepares for a variety of issues.



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)


	There are several crucial factors that keep a hotel running effectively and keep customers pleased and below has been consider some of them which therefore tThese include PMS, hotel image, communication, and staffing. All of these affect hotel operations and visitor satisfaction(Hammer,2016). 

Part 1: Property management systems
Let’s start talk about the PMS that are absolute crucial to hotel management. These complicated and completex platforms handle  therefore bookings, rates, rooms, invoices, and reports. A good PMS should therefore be one very  easy to use so staff can faster therefore  access information and complete tasks. The system should handle complex hotel variables including occupancy rates, room inventories, and guest preferences(Fallon,2010). A successful PMS streamlines therefore should further check-in and check-out, making procedures faster and easier for visitors and therefore aPMS is more absolute therefore  beneficial when combined with CRM and RMS to  further provide a strong and full picture of the guest's journey and help you therefore to simple  choose the appropriate price strategy. Property Management Systems (PMS) administer hotels and affect guest service. We must examine how a PMS operates, how it interfaces with other systems, and how significant it is in modern hotel administration to determine its value (Vallen and Vallen,2012).
Function and user experience

A property management system (PMS) handles more than transactions. It can also enhance guest and employee experiences. Staff must find the PMS system straightforward to use to reduce learning curves and errors. The PMS lets customers check in or leave online, choose a room and acquire mobile room keys. These features give guests more control and convenience.

Data management and use

A PMS stores data that, when used properly, can help individuals make better decisions. It can track guests' preferences, spending habits, and routines to improve their stays and target marketing. It also forecasts occupancy and income trends, allowing management to adjust pricing and promotion(Tesone,2015).

Integration of other systems

We must emphasise that a PMS must work with other hotel systems. PMS should go beyond CRM and RMS. It should also integrate with POS, event, and building management systems to track maintenance and save energy. Because data is easily transferred between various platforms, spa appointments and room service are always on time(Hammer,2016).




	
Element 2 – Hotel reputation


	
A hotel's image is an intangible asset that affects its performance and it is all about what people’s think about that hotel and therefore guest opinions, web ratings, and hotel responses shape it absolute and it is important in this context that hotels must continually all the time  provide exceptional service and rapidly resolve guest problems to further keep and  maintain and improve their reputation(Hammer,2016). Asking for comments, monitoring social media, and communicating with guests are all part of reputation management and therefore g ood image increases  therefore customer loyalty and return. It can also therefore strongly influence guests' booking decisions. It also positions the hotel well in a competitive and therefore strong market, which is  absolute crucial for long-term success(Vallen,2014).







	
Element 3 - Communication 


	Hotel operations  therefore are able to work together due of effective communication. Communication  is absolute important as between employees, guests, and company teams. Clear, concise communication meets visitors' and staff's demands and clarifies roles(bardi,2010). This is all about  encompasses speech, movement, writing, and emails and texts. Today, guests can  further communicate before, during, and after their stay online. Proactive communication helps prevent issues, meet visitor demands, and keep things going smoothly.Communication in the hotel industry goes beyond providing information and promotes efficiency, client satisfaction, and teamwork. It's complex and requires therefore  strategic planning and implementation(Wood,2013).

Internal company talk

Communication is absolute  essential for hotel teams like housekeeping, concierge, and kitchen to work together(Fallon,2010). Good internal communication assures in this way that that employees know what to accomplish every day, what is expected of them, and work together to satisfy guests considerations and therefore is absolute crucial for seamless operations, especially with many individuals, events, or issues. Staff meetings, shift briefings, interdepartmental memos, and internal chat platforms can help (Tewan,2009).

Training and Lifestyle

Hotel communication requires therefore all the time strong rigorous training and a strong company culture. Each job requires technical abilities, but "soft skills" like active listening, conflict resolution, and empathy should also be taught. A hotel culture that is all about  open communication, feedback, and teamwork can further  make hotel conversations simpler and further conversating(Vallen and Valenn,2014).











	
Element 4 - Staffing 


	Visitors initially see and hear about a hotel from its staff. They also matter for its success(Solomon,2018). Effective staffing involves employing enough people with the correct talents, attitude, and corporate cultural suitability. Training and development are crucial because they give workers the skills and knowledge they require. Hotel workers should know the hotel's values, service standards, and operations. Staff scheduling must also be streamlined to ensure ample coverage during busy times, while considering employee health and labor costs. Giving employees the power to make decisions and recognizing their hard work can improve customer service by making them happier(Solomon,2018).

Finally, therefore in this context hotel must manage its Property Management Systems, maintain and develop its image, communicate clearly, and maximize personnel use to run efficiently. These parts are interdependent. Each impacts others. A sophisticated and responsive PMS can assist staff give outstanding service, improving the hotel's image. Clear and prompt communication can improve passenger satisfaction and improve ratings and image. Finally, staff must be well-trained and motivated to follow management's operational strategies, connect with visitors, and maximize the PMS. These pieces work together to build a solid hospitality organization(Hammer,2016).


	








		Word Count
	2000








References 
Bardi, J. (2010) Hotel Front Office Management. London: Wiley.
Corgel, J.B., Sturman, M.C. & Verma, R. (2011) The Cornell School of Hotel Administration on Hospitality: Cutting Edge Thinking and Practice. Hoboken: John Wiley & Sons, Incorporated.
Fallon, M. & Rutherford, D. (2010) Hotel Management and Operations. London: Wiley.
Hammer, J. (2016) Revenue superstar! The simple rules of hotel revenue management. Great Britain: Amazon.
Johnston, R., Clark, G. & Shulver, M. (2012) Service Operations Management. London: Pearson.
Solomon, M. (2018) The Heart of Hospitality. New York: SelectBooks, Inc.
Tesone, D. (2015) Principles of management for the hospitality industry. London: Routledge.
Tewan, J. (2009) Hotel Front Office: Operations and Management. Oxford: Oxford Higher Education Press.
Vallen, G. & Vallen, J. (2012) Managing Hotel Operations. N/A: N/A.
Vallen, G., & Vallen, J. (2014) Check-in check-out. Harlow: Pearson.
Wood, R. (2013) Key Concepts in Hospitality Management. London: Sage.

image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




