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 In my opinion working at the front desk of a hotel requires a range of skills to ensure efficient operations and provide excellent customer service for examples.
Communication Skills: Clear and effective communication is essential when dealing with guests, colleagues, and other departments within the hotel. Strong verbal and written communication skills are necessary to handle inquiries, resolve issues, and provide information accurately. (Tesone D, 2015)
Customer Service: The ability to deliver exceptional customer service is crucial. Front desk staff should be friendly, approachable, and able to anticipate and fulfil guest needs. They should handle guest complaints or difficult situations with patience, empathy, and a solution-oriented mindset. (Tesone D, 2015)
Multitasking: Working at the front desk often involves handling multiple tasks simultaneously. Front desk staff must be able to manage check-ins, check-outs, phone calls, guest requests, and administrative duties simultaneously, while maintaining composure and attention to detail. (Tesone D, 2015)
Organizational Skills: Strong organizational skills are essential to manage reservations, paperwork, guest information, and various administrative tasks effectively. Attention to detail is important to ensure accuracy in guest records and transactions. (Tesone D, 2015)
Problem-Solving: Front desk staff encounter various challenges and problems throughout their shifts. The ability to think quickly, make decisions, and find effective solutions is vital. Problem-solving skills help in resolving guest issues, managing conflicts, and handling unexpected situations. While I was doing the placement in my 2nd week at the hotel, I had a situation when the guest car it was scratched and he was asking to see the recording, from my knowledge we are not allowed to show the recording to the guest due to hotel policy. The guest was angry, and I have explained the proceeding and guided him to call the police to do a statement, and then they will help him because this is the correct way to do it. 
From my experience at the hotel what’s matter is also time management: Front desk staff should possess good time management skills to handle tasks efficiently and prioritize responsibilities. They must be able to balance guest interactions, administrative duties, and other responsibilities while maintaining an organized and efficient workflow. ( Graham Gibbs reflection)
Teamwork: Collaboration with colleagues in different departments is often necessary. Front desk staff should be able to work effectively as part of a team, coordinate with housekeeping, maintenance, and other departments, and communicate relevant information to ensure smooth operations. (Bardi, J. ,2010)
Therefore, the most important in the hotel is language skills: Depending on the hotel's location and clientele, proficiency in multiple languages may be advantageous. Being able to communicate with guests in their native language can enhance the overall guest experience. (Wood R, 2013)
In a hotel dealing with challenging situations and resolving conflicts between guests or with staff members occasionally arises. Front desk staff should possess conflict resolution skills to handle such situations calmly, diplomatically, and to the satisfaction of all parties involved.. (Wood R, 2013)
The employee should have the ability to handling the cash machine: Depending on the hotel's policies, front desk staff may be responsible for handling cash transactions, such as accepting payments, making change, and processing refunds. Proficiency in cash handling procedures and accuracy in handling monetary transactions are crucial. (Solomon M, 2018)
Upselling and Sales Skills: Front desk staff often have opportunities to promote additional services, upgrades, or special offers to guests. Having strong upselling and sales skills can contribute to increased revenue for the hotel. It involves being persuasive, knowledgeable about the available options, and effectively communicating the value proposition to guests.
Empathy and Cultural Sensitivity: Hotels cater to a diverse range of guests from different cultures and backgrounds. Front desk staff should demonstrate empathy, respect, and cultural sensitivity in their interactions. Understanding and appreciating cultural differences can help create a welcoming and inclusive environment. (Hammer J, 2016)
Knowledge of Local Area: Being knowledgeable about local attractions, restaurants, transportation options, and events is advantageous. This allows front desk staff to provide valuable recommendations and assist guests in maximizing their experience during their stay.
Crisis Management: In the event of emergencies or crisis situations, front desk staff may be required to act as the point of contact for guests and communicate vital information. Knowledge of emergency procedures, quick decision-making abilities, and remaining calm under pressure are crucial in handling such situations.  (Johnston, R Clark, G. Shulver, M. 2012) Top of Form
In conclusion
I consider that the most important ones are languages skills, team working and problem solving and by processing and continuously developing these skills in future all the guests will have great experience. 
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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?


	Every day Clear Communication: Ensure clear and transparent communication with guests, both prior to arrival and during their stay. This includes providing accurate information about room rates, amenities, policies, and any potential changes or disruptions. Promptly respond to guest inquiries and help when needed.

	Preparation: Start your shift by reviewing the previous shift's reports and familiarizing yourself with any ongoing or upcoming events, reservations, or special requests. Set up your workstation, ensure all necessary supplies and equipment are readily available, and check that the property management system (PMS) and other relevant software are functioning properly.
	I consider, the plan follows a systematic approach by documenting incidents, conducting root cause analysis, and updating standard operating procedures. This structured approach allows for a comprehensive understanding of the scenario and helps in developing targeted solutions.
	Incident Documentation: Properly document the details of the scenario, including the issue, actions taken, and any relevant information. This documentation serves as a reference for future incidents and can help identify patterns or areas for improvement.


	High Standards of Cleanliness and Maintenance: Maintain high standards of cleanliness throughout the hotel, including guest rooms, common areas, and facilities. Regular maintenance and upkeep of the property demonstrate a commitment to guest comfort and satisfaction.

	Clear Communication: Maintain open and effective communication with your colleagues and other departments. Coordinate with housekeeping to ensure rooms are ready for check-in, notify maintenance about any issues that need attention, and collaborate with other front desk staff to share information and provide seamless guest service. 
	Continuous Improvement: The plan emphasizes a culture of continuous improvement, where feedback is actively sought, and processes are regularly reviewed and refined. This iterative approach ensures that the plan evolves with changing circumstances and incorporates lessons learned from past incidents.

	Root Cause Analysis: Conduct a thorough analysis to determine the root cause of the scenario. This involves identifying any underlying factors or weaknesses in processes, systems, or staff training that contributed to the issue. By understanding the root cause, you can implement targeted solutions.


	Engaging Online Presence: Maintain an engaging and informative online presence through the hotel's website and social media channels. Regularly update these platforms with visually appealing content, promotions, and relevant information. Promptly respond to online inquiries and engage with guests in a friendly and helpful manner. 
	Prioritization and Time Management: Identify your priorities for the shift, considering check-ins, check-outs, guest requests, and administrative tasks. Use time management techniques to allocate sufficient time for each task, ensuring a balanced workload throughout your shift.

	Monitoring and Evaluation: The plan emphasizes monitoring and evaluating key metrics related to incident resolution. By tracking performance and evaluating the effectiveness of the plan, necessary adjustments can be made to ensure continuous improvement.

	Communication and Escalation Protocols: Establish clear communication and escalation protocols to ensure that incidents are promptly reported to the appropriate individuals or departments. This includes defining roles, responsibilities, and channels of communication to enable quick response and resolution.


	
	
	
	

	Continuous Improvement: Regularly assess and evaluate the hotel's operations, processes, and guest satisfaction levels. Implement a culture of continuous improvement, where feedback is valued, and strategies are adjusted accordingly. Stay updated with industry trends and best practices to ensure the hotel remains competitive and meets evolving guest expectations. Efficient Check-In and Check-Out Process: Streamline the check-in and check-out process to minimize wait times and ensure a smooth experience for guests. Utilize technology such as online check-in or mobile key options to enhance convenience.
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	Attention to Detail: Pay close attention to details, ensuring accuracy in guest information, room assignments, billing, and other administrative tasks. Double-check any data entry to minimize errors and provide a seamless experience for guests.
Shift Handover: Before the end of your shift, communicate effectively with the incoming staff during the handover process. Share relevant information about ongoing tasks, guest requests, or any issues that need attention. Provide a comprehensive overview to ensure a smooth transition and continuity of operations.
(Corgel, JB, Sturman, MC & Verma, R. 2011)
(Wood, R. 2013)
	Communication and Collaboration: The plan emphasizes clear communication and collaboration among different departments and teams. Well-defined communication and escalation protocols ensure that incidents are promptly reported, and appropriate actions are taken. This coordinated approach facilitates quick response and resolution.

(Motarjemi, Y and Lelieveld, H 2014)
	Regular Review and Testing: Conduct regular reviews and testing of the contingency plan to ensure its effectiveness. This may involve simulated scenarios, tabletop exercises, or scenario-based discussions to evaluate the response and identify any areas that need further refinement.
Walker, J 2017) 



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, the following essay will be going to discuss the key elements that are required for hotel operation. Reservations Management: The PMS allows staff to manage guest reservations, including creating, modifying, and cancelling bookings. It provides real-time availability information and supports multiple reservation channels, such as direct bookings, online travel agencies (OTAs), and global distribution systems (GDS). Guest Profile Management: The PMS enables the creation and maintenance of guest profiles, which store important information such as contact details, preferences, loyalty program membership, and stay history. ( Vallen, G.K. & Vallen, Jerome J. 2014) Guest profiles help personalize the guest experience and facilitate efficient communication and service delivery. Front Desk Operations: The PMS facilitates front desk operations, such as check-ins, check-outs, and guest services. It allows staff to assign rooms, generate key cards, manage room status updates (clean, dirty, or occupied), and handle guest payments.
Housekeeping and Maintenance: The PMS integrates with housekeeping and maintenance operations, enabling efficient communication between front desk staff and these departments. It provides tools for tracking room cleaning statuses, managing maintenance requests, and generating work orders. (Fallon, M. & Rutherford, D. 2010) H Billing and Invoicing, the PMS handles billing and invoicing processes, including generating guest folios, applying charges, and managing payment transactions. It may integrate with point-of-sale (POS) systems for capturing additional charges incurred during a guest's stay. (Wood, R. 2013)
Reporting and Analytics: The PMS generates various operational and financial reports to provide insights into hotel performance. These reports may include occupancy rates, revenue reports, guest demographics, room revenue forecasting, and more. Analytics capabilities help hoteliers make data-driven decisions and identify areas for improvement. Integration with Other Systems: The PMS integrates with other hotel systems, such as POS, revenue management, CRM, and channel management systems. Integration allows for seamless data flow, minimizing manual data entry and improving operational efficiency. Security and Data Protection: A reliable PMS prioritizes security and data protection. It employs measures such as data encryption, user access controls, and guest privacy policies. Regular backups and recovery mechanisms are in place to safeguard data and ensure business continuity. (Wood, R. 2013) 




	
Element 2 – Hotel reputation


	Hotel reputation refers to the perception, image, and standing of a hotel among its guests, industry peers, and the public. It reflects the hotel's overall performance, quality of service, guest experiences, and how it is perceived in the market. A positive reputation is crucial for attracting new guests, building loyalty, and maintaining a competitive edge in the hospitality industry. Service Quality: The quality of service provided by hotel staff is a fundamental aspect of a hotel's reputation. This includes attentive and friendly customer service, personalized experiences, prompt problem resolution, and exceeding guest expectations. Guest Satisfaction: Meeting and exceeding guest expectations is essential for building a positive reputation. Guests who have had a satisfactory experience are more likely to recommend the hotel to others, leave positive reviews.
Cleanliness and Maintenance: A clean and well-maintained hotel environment significantly impacts guest satisfaction. Cleanliness extends to guest rooms, common areas, amenities, and facilities. (Tesone, D.2015)
Value for Money: Guests evaluate a hotel's reputation based on the perceived value they receive in exchange for their money. Offering competitive rates, transparent pricing, and delivering quality services and amenities relative to the price paid contribute to a positive reputation. Online Reviews and Ratings: Online reviews and ratings on platforms such as TripAdvisor, Google Reviews, and Booking.com have a significant impact on a hotel's reputation. Positive reviews and high ratings boost credibility and attract potential guests, while negative reviews can harm a hotel's image. Brand Image: The reputation of the hotel brand itself can influence the perception of individual properties. Established and respected hotel brands often have a positive reputation that carries over to their properties. Social Responsibility and Sustainability: Hotels that demonstrate a commitment to social responsibility and sustainable practices can enhance their reputation. Engaging in environmentally friendly initiatives, supporting local communities, and implementing ethical business practices contribute to a positive image. Staff Training and Development: Well-trained and motivated staff members play a crucial role in shaping a hotel's reputation. Ongoing training programs, professional development opportunities, and empowering staff to provide exceptional service contribute to positive guest experiences. (Johnston, R. 2012) 
Top of Form



	
Element 3 - Communication 


	Communication is a critical aspect of hotel operations that greatly impacts the guest experience and overall reputation. Effective communication within the hotel and with guests is essential for delivering exceptional service, resolving issues, and ensuring smooth operations.
Clear and Friendly Guest Communication: Hotel staff should communicate with guests in a clear, friendly, and professional manner. This includes greeting guests warmly, actively listening to their needs, and providing accurate information about the hotel's services, facilities, policies, and local attractions. Clear communication helps guests feel valued and well-informed, enhancing their overall experience.  ( Wood, R.C. 2015)
Timely and Responsive Communication: Prompt and responsive communication is key to meeting guest expectations. Guests should receive timely responses to inquiries, requests, and complaints. Providing clear timelines for resolution and keeping guests informed about the progress of their requests or issues helps build trust and confidence. Effective communication is a fundamental component of delivering outstanding guest experiences and maintaining a positive hotel reputation. By prioritizing clear, friendly, and responsive communication at all levels of hotel operations, hotels can foster guest loyalty, drive positive reviews, and differentiate themselves in a competitive market.  (Davis, B et al. 2018)


	
Element 4 - Staffing 


	Staffing is a crucial aspect of hotel operations that directly impacts the quality of service, guest satisfaction, and overall success of a hotel. Proper staffing involves the recruitment, selection, training, and management of qualified and motivated individuals to fulfil various roles within the hotel. Job Analysis and Staffing Needs: Conducting a thorough job analysis helps identify the staffing requirements for different positions within the hotel. It involves determining the tasks, responsibilities, qualifications, and skills needed for each role. Understanding the staffing needs enables effective recruitment and selection processes. ( People 1 st (2017)
Staffing Levels and Shift Scheduling: Determining appropriate staffing levels and developing efficient shift schedules is crucial for maintaining optimal guest service and operational efficiency. Hotels must consider factors such as occupancy rates, anticipated demand, seasonal variations, and specific events or functions that may require additional staffing. ( Heppell, M. 2015)
Staff Retention and Succession Planning: Retaining talented and experienced staff members is crucial for maintaining consistency and quality of service. Hotels should invest in employee retention strategies such as competitive compensation packages, career advancement opportunities, work-life balance initiatives, and a positive work environment. Succession planning, identifying, and developing potential future leaders within the organization, ensures continuity in leadership roles. (WorldHost publications People 1 st)
Communication and Collaboration: Effective communication and collaboration among staff members and between departments are vital for seamless operations and guest satisfaction. Regular team meetings, clear communication channels, and collaboration platforms facilitate the sharing of information, coordination of tasks, and resolution of operational challenges. ( Swarbrooke J & Horner S . 2011)
Conclusion
The above essay has discussed the importance of hey elements that are required in a hotel. 
By prioritizing proper staffing practices clear, friendly, and responsive communication at all levels of hotel operations, hotels can foster guest loyalty, ensure a competent and engaged workforce that delivers exceptional service, fosters guest satisfaction, and contributes to the overall success of the hotel.
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