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Introduction 
Working as a front desk receptionist can sometimes be hectic and demanding since it requires diverse skills to provide adequate services to its clients. The work of front desk employees is managing records such as check-in and check-out, inquiries for guest assistance, and acting as the face of the organization. Some necessary interpersonal skills include leadership skills, attention to detail, technical and cultural competence, customer service, teamwork, time management, conflict resolution, communications, patience, composure, problem-solving, and computer skills for better service delivery.
Teamwork
Strong teamwork skills bring about collaboration between hotel receptionists, coworkers, and managers. They may address client complaints, organize their next meeting, and look for methods to enhance their work ethics in order to accomplish their objectives (Hsu, 2018, p. 335). By doing so, these collaboration skills will encourage the creation of a favourable work environment. Hotel front desk staff with good teamwork abilities will collaborate well with other staff members to provide a pleasant stay for their clients.
Problem-solving hotel receptionists must have strong problem-solving skills to aid in providing clients with positive experiences. For instance, they can resolve issues such as allergies to food, broken key cards, wrong room costs, a lack of internet access, and unanticipated crises. Effective problem-solving abilities enable front desk associates to recognizee the problem and implement a strong solution.
Technical
Hotel receptionists may use specific software programs and other processing tools to keep track of payments amongst clients and the organization. Hotel-specific software is frequently necessary to accomplish this. However, apprenticeships can be offered. Personnel with technological capabilities can keep comprehensive client data on their networks.
Leadership
Hotel front desk employees should be able to lead since this will assist them in organize hectic shifts and managing overtime during vacation times or busy periods. They can delegate tasks, evaluate regions for development, rotate responsibilities, notify colleagues whenever it's time to get leave and assist employees in improving how they manage their time. (Kim et al., 2017, p. 49). Front desk associates can use their managerial abilities to ensure that the hotel runs well and that clients have a great experience while enjoying services offered by the business. 
Attention to detail
When handling documentation issues, void transactions, misplaced vital cards, and demanding shifts, a hotel's receptionist needs to be detail-oriented. They can discover and prevent flaws that could ruin a guest's experience if they pay close attention to detail (size, 2015, p.182). A receptionist or front desk attendant should pay particular focus to crucial information that is not neglected during busy moments or while performing multiple tasks.
Patience
When dealing with guests and their complaints, front desk associates require patience, especially when dealing with customers under high pressure. This can be achieved through completing paperwork, managing slow interactions, and resolving queries. By doing so, there will be a creation of a peaceful environment leading to guest satisfaction.
Composure
Front desk associates should have and multitasking skills and serve many guests at once regardless of the work pressure. The employee should be able to handle a variety of tasks while being friendly, not minding the busy environment. Some of the aspects of composure include multitasking, professionalism, and stress management within a workspace.
Computer Literacy 
Front desk employees require computer skills to keep records, process payments, and complete tasks. Some of the familiarity should be with the central reservation system, mathematics, and payment processing.
Friendliness
Once a guest gets into the hotel, the first person to see is a front desk receptionist. This means that a front desk receptionist has to be welcoming by greeting every guest with a smile and kind words and be enthusiastic and positive.
Conclusion
Front desk employees need a better communication mechanism to retain their guests and attract more. Also, communication between employees from other departments for better functioning. Employees should have a proper solving mechanism to solve guest issues and handle all unexpected circumstances. Computer literacy skills, leadership skills, composure, and all other skills lead to better front desk positions, hence contributing to overall success.
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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?


	
I will make guests feel at home when they check in by providing information on essential services within the hotel, like bathrooms, restaurants and other services we offer. 
	I will arrive early and keep my workstation organized throughout, clean and clutter-free to avoid time wastage when handling guests.
	Because it prioritizes the essential tasks that need to be done fast. This is by ensuring urgent tasks like handling complaints are solved with immediate feedback. By doing this, all inconveniences will be eliminated.
	I will familiarize myself with the hotel's policies for the provision of clear direction on how to handle activities .by doing these; I will be able to spend less time-solving complex cases.

	I will provide accurate wait times to the guests so they do not get frustrated by having to wait for long and for them to get a more realistic picture if they have to do other things like refreshments. By doing this, guests will get to know that the hotel cares for its clients.


	I will communicate with my workmates, take their suggestions and corrections whenever I go wrong and offer assistance.
	My plans allow coordination among team members which ensures that there is a smooth running of all operations in the hotel.
	In the future, I will always prioritize the tasks from those urgent to those less critical. This will help in the provision of immediate attention to urgent matters and reduce inconveniences.

	
I will be accountable for all the mistakes I make and be prepared to take ownership of them. I will not blame others for doing them but instead ask for a correction and apologize to my guests.

	Despite a stressful situation, I will maintain a positive attitude throughout the shift, stay calm always, and take some small breaks for refreshment.
	As my plan proposes, having a good attitude will always make guests happy, and this will attract more guests and retain them too. 
	I will identify the potential risks which are bound to occur in my shift. Some of these risks would be a communication breakdown. Coming up with a solution to cab these would help.

	
I will align tasks based on their priority by preparing a list to do things, sort them as per priority and following them. Some of the tasks would be, checking the arrival and departure, aligning pick up and drop, crosschecking guest's folios for bill posts, assisting the bell desk with luggage handling and 
Forwarding guests' requests to concerned departments.
	I will ask for a brief of any current issues to stay informed of all the activities taking place in the hotel.
	My plan suggests] that I should accept my mistakes and be ready for corrections, and by doing this, there is room for improving the services in the hotel and smooth function of all the activities.
	I will also use technology to help automate tasks to shorten the duration taken. This technology will also help in automating guest check-ins and reservations. 

	I will listen to the guests keenly and meet their micro-moment. I will do this by paying attention and keeping focus. I will repeat to emphasize that I heard and responded with care and understanding.


	I will ensure I have all the tools I need for my daily tasks, such as a book, a laptop, a mobile phone and also a pen. This will help me in working efficiently and orderly.
	My strategy ensures that there is effective communication. These help in the continuity of processes in the hotel without interruptions.
	I will come up with cross-training, which will involve training employees in different responsibilities within the hotel. This will help in future when the manager is absent, and tasks will run smoothly despite the absence.



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)


	Introduction 
A PMS is a program that makes booking hotels and other admin tasks easier. The main functions are channel management, housekeeping, payment processing, front desk operations, and occupy management. PMS facilitates essential jobs related to internal and exterior operations.
 Key elements
Reservation. 
The reservation channel helps in managing online bookings, which becomes indispensable to property management. The booking system for the hotel stores every piece of stock and date info and transmits it to the reception desk (Abukhalifeh & Pratt, 2022, p. 604). Some vital roles of a reservation involve room bookings, equipment processing, room inventory and assigning management, booking email handling, and activity booking
Front desk operations and room management
The reception desk associates can use the front office module to keep track of and modify hotel booking status, register clients for arrival and departure, and process transactions. Some of the critical roles of the front desk involve the following, room status and keys management. Daily audits and in-room controls.
Housekeeping
Housekeeping is connected by PMS to its staff. A housekeeper updates the room status. The primary role of the housekeeping module is management and property maintenance, which includes room status management. (Sanjeev & Birdie, 2019, p. 355). Maid assignment for room cleaning and keeping a list of tasks for housekeepers. Maintenance management keeps the records for all hotel disruptions for further study of attendants to fix the problem.
Conclusion
By implementing PMS, hotels will effectively manage their property, improving guest experiences and prompting overall operations. PMS allows hotels to automate their systems and tasks, leading to effective guest track preferences. Lastly, a reliable PMS will ensure result to hotels being competitive, and this will attract more guests.








	
Element 2 – Hotel Reputation


	
Introduction 
Hotel reputation management is the process of tracking and determining the way a hotel is viewed. It involves keeping track of hotel reviews. Many potential guests will rely on user-generated content to make their bookings, and that's the reason why the hotel's reputation should be enhanced.
Hotels should be active on social media platforms by actively managing their reputation, such as by responding to reviews. By doing so, there will be increased guest engagement, leading to guest satisfaction and a better hotel reputation (Qoura & Khalifa, 2016, p. 261). Hotel, through their employees, such as front desk associates, should always engage their clients. All the information sourced should be treated as feedback for a continuous improvement of the service provided by the hotel.
Hotels should offer quality amenities such as modern technology and modern bathrooms. This will eventually lead to guest satisfaction.
Conclusion 
Taking into account this, hotels will eventually maintain a positive reputation and outstand the other organizations in the industry. With a good reputation, there will be increased customer retention and attraction of new customers.





	
Element 3 - Communication 


	Introduction 
Effective communication in the hotel industry promotes in-house connections among employees and customers and employees. Communication also fosters inclusion because employees and consumers are treated as people, attended to, and spoken with in accordance with their requirements.
Communication with customers
Effective communication is critical for restaurant clients since it helps them get the service they need for better reviews.it is vital for all the members of staff to verbally communicate accurate information about the services they offer.
To improve communication, regularly ask for feedback from colleagues and act on what they say. Identify and improve the weak spots (Islam & Kirillova, 2020, p. 102326). Also, listen to feedback from the guests, as most of them have valuable information to learn from. Schedule regular staff meetings to ensure everyone knows what's going on in a business.
Proficiency in multiple languages leads to effective communication since it undoes the issue of language barriers, avoids misunderstanding, and also demonstrates acts of inclusivity.
Conclusion
The best communication should be clear and concise, have verbal and nonverbal cues, and incorporate technology for guest satisfaction and loyalty. Effective communication will automatically enhance the hotel's reputation, contributing to the overall organization's success.




	
Element 4 – Staffing 


	Introduction 
The success of every organization is dependent on the capability of its staff, and their competence. once all the departments in the hotel have a skilled or proficient team, and then there will be exceptional guest experiences and a positive reputation. Some critical elements of staffing are recruitment, training, and selection.
Recruitment
Recruitment refers to the process of discovering and attracting eligible applicants for the goal of filling existing or future roles in an organization. The hiring process starts with distributing a job requisition form, which includes details such as the position's title, commencement date, salary scale, and a brief overview of primary duties (Abukhalifeh & Pratt, 2022, p. 604). A recruitment form is an effective technique to communicate the demand for workers and control the establishment size of a unit. Making prospective candidates sceptical of specific positions, drawing them to job opportunities, and weeding out individuals who lack the necessary qualifications are all part of the hiring process.
Training
Training is a planned organizational activity that assists a person in acquiring particular and immediately applicable abilities, expertise, ideas, attitudes, and behaviour to enable them to operate more efficiently and successfully in the current work. It is connected to enhancing the recent employment experience (Weber et al., 2013, p. 313). 
Development activities are planned actions centred on enhancing and broadening individuals' talents to ensure they can manage more extensive duties and assume more senior roles in the organization's hierarchy to manage current tasks better. It focuses on increasing conceptual skills, and the intellectual qualities required to handle difficult situations and perform better. 
Conclusion
In collusion, if the staff are skilled, motivated, and have been trained fully, then the hotel will automatically succeed in its activities. Proper training programs act as an assurance that there is plenty of knowledge to deliver massively to the guests. Rewards such as competitive compensation, recognition programs, and financial reward may lead to staff retention.
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