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	The key skill working at the front desk is having specific technical, interpersonal, and organisational skills. Here are some key skills required at the hotel front desk:
Excellent communication: strong verbal and written communication skills are essential for interacting with the guest, answering phone calls and provide information about the hotel and amenities.
Customer service: the ability to provide exceptional customer service is essential. Front desk staff should be attentive, patient and capable to handling various guest requests and concerns effectively.
Multitasking: working at the front desk often involve managing multiple tasks simultaneously, such as checking in/out guest, handling reservations,  processing payment and addressing inquiries. The ability to prioritise and manage time efficiently is important.
Problem-Solving: front desk staff should be able to think quickly on their feet and resolve the guest issues and complaints in a professional way. 
Computer skills: proficiency in using hotel management software, reservation system and other computer programs is essential. Front desk staff need to be comfortable with basic computer operations such as data entry, email and word processing.
Attention to detail: accuracy is essential when handling guest information, processing payment and managing reservation. Paying attention to detail help prevents error and ensure a smooth experience for the guest.
Knowledge of Hotel Policy and Procedure: the staff should be familiar with the hotel procedure, policy and amenities to provide accurate information for the guest and enforce the hotel rules when necessary.
Conflict Resolution: dealing with challenging situations and resolving conflict is sometimes required. The ability to remain calm, empathetic and diplomatic when addressing the guest’s concerns is crucial.
Teamwork: collaboration with other hotel departments, such as housekeeping, maintenance and management, is essential for ensuring a seamless guest experience.
Being a team player and communicating effectively with colleagues is essential.
Language skills: depending on the location and clientele, proficiency with one or more foreign languages can be an advantage for effectively dealing with international guests.
These skills help provide excellent service and create a positive impression of the hotel.
















		Word Count
	



	
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

	
Professional appearance: maintain a professional appearance by wearing the uniform provided by the hotel ensure that the personal dress code is well maintained, including proper hygiene and a tidy appearance.
	
Preparation and organisation: begin the shift by start reviewing any relevant updates such as guest arrival, departure, special request or events. Organise the front  desk area, ensuring all the necessary supplies and materials are available.
	
Comprehensive approach: the action plan covers various aspects of front desk operations, check-in and check-out procedure, guest inquiry and conflict resolution.
	
Monitoring system: implement a system that can detect and alert the stakeholder about the potential issue in the future.
This can include real data analysis and automated notification.

	
Friendly and Welcoming attitude: greet the guests with a warm and genuine smile. Make the guest feel welcomed 
and valued from the moment they arrive at the front desk.
	Effective time management: prioritise tasks based on urgency in importance. Maintain a proactive approach to handling responsibility promptly, such as checking and answering to phone calls.
	Time management: is a very important aspect of managing time effectively. By identifying and focusing on urgent and important responsibilities, it helps maintain productivity and ensure that critical tasks are handled with success.
	Rapid response team: form a team that is dedicated and train and respond to any emergency scenario. The team should be able to assess the situation and make informed decisions.

	Excellent communication: communicate clearly and effectively with the guest using proper language and listen attentively to the guest’s enquiry. Provide accurate and helpful information.


	Clear communication: maintain clear and open communication with colleagues, both with the front desk team and other hotel departments. Update them with any relevant information or changes that may impact operations. Use effective communication channel such as email or instant massaging tools to ensure information flow.
	Communication and Collaboration: communication is essential at the front desk, clear communication with both colleague and guest ensure smooth operations.
	Clear communication channels: open communication channels between the stakeholder’s response team and any relevant party. This includes protocols for sharing critical information and updates

	Efficient check-in and check-out: ensure that all the necessary paperwork are ready in advance and the registration process is smooth and accurate. Offer assistance with the luggage and provide clear directions to the guest rooms.

	Attention to detail: pay close attention to details to minimise error and ensure accuracy in tasks such as data entry, processing payment and updating guest information.
	Guest approach: the plan has a strong tactic to provide excellent customer service and guest satisfaction. It highlights the importance of personalised service attention to the guest’s needs and effective problem-solving.
	Predefined action plan: develop an action plan for different types of scenarios based on historical data and best practices. This plan should outline the action steps to be taken by the responsible parties.

	
Collaboration with colleagues: maintain an open line of communication with other hotel departments to ensure a good service is delivered. Communicate guest preferences and special requests or relevant information to the staff member to provide consistent and personalised service.

	Adapting to guest needs: remain flexible and adaptable to meet the diverse needs of guests. Recognise that each guest is unique and may have different requirements. Maintain a positive attitude.


By implementing this strategy, the operations will run smoothly and help provide excellent service for guests.
	Adaptability: the importance of being adaptable to the guest’s needs and staying updated to the hotel rules and policy. The plan encourages continuous learning and improvement.
	The contingency plan can be different depending on the type of organisation involved. The program should have specific requirements on the risks to face to ensure a quick resolution.



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 hotel operations, the Property Management System is essential in ensuring efficient management of various aspects of a hotel. A PMS is a software solution that integrates numerous operational functions, guest service and administrative tasks. One crucial of a PMS is its ability to centralised data management. This involves capturing and storing critical information such as guest profiles, reservations, room accessibility, pricing, billing detail and other operational data in a centralised database.
Efficient Reservation and room management are fundamental for the success of a hotel. A PMS should offer a friendly interface that allows the staff to handle reservations effectively, including online bookings, modifications and cancellations. The system should also provide a clear overview of room availability, allowing team to allocate rooms and manage housekeeping efficiently. Integrations with an online travel agency are also essential to maximising occupancy and revenue. Delivering excellent guest service is the purpose of a hotel to be success. A PMS should enable staff to access the guest profile, preferences and special requests. It should facilitate smooth check-in and check-out.
The financial aspect of hotel management requires tracking and reporting. A robust PMS should offer financial management features such as automated billing, invoicing and payment processing. I should also generate reports on revenue, occupancy rate, forecasting and other financial metrics.
These reports help in tactical decision-making and optimising revenue generation.
Implementing an effective Property Management System is the key to optimising hotel operations.






	
Element 2 – Hotel Reputation


	Hotel reputation plays a vital role in the success of a hotel. It incorporates the perceptions, opinions and experiences of the guests, travel agent and the general public regarding the brand services and overall quality. A positive reputation is essential for attracting new guest, inspiring repeat business and maintaining a competitive advantage in the  industry. The key factors that contribute to hotel  reputation are.
Excellent service is one element that help create a positive hotel reputation.
Providing excellent customer service based on gueguests’ed help to create a good impression. Well-train polite staff who deliver quality service contribute to a positive guest experience, resulting in favourable reviews and recommendations.
Guest satisfaction is a second important aspect related to the hotel’s reputation. Guest satisfaction is closely linked to the hotel’s reputatiMeetingMeet and exceeding the guest expectation from the process of initial booking process to check-out is very important. Factors that can contribute to guest satisfaction include comfortable and clean accommodations, amenities and efficient operations and dining experience. Delivering constantly on these aspects hotel can cultivate a positive reputation among the guest. 
Third aspect is Online reviews and rating, in today digital age, online review and ratings have a significant impact on hotel reputation. Guest they do their research about the accommodations on platform such, TripAdvisor, Google review, Facebook, to make inform decisions about the accommodations. Positive reviews and high ratings attract potential guest and also develop hotel credibility. It is crucial for hotels to actively monitor and respond to online review addressing both, positive and negative feedback professionally.
A forth important aspect maintaining Brand consistency is essential for a hotel reputation. A strong brand identity help establish guest expectation and fosters loyalty. Consistency should be evident in every aspect of the hotel, including quality service, amenities, visual identity and communication and guest experience. Deviations of the brand promises can lead to dissatisfaction and negatively impact hotel reputation.


	
Element 3 - Communication 


	 Communication it’s an important aspect in hotel operation, enabling effective coordination. Clear and efficient communication between the staff members, guests and stakeholders is essential for operations, problem-solving and building strong relationships.
First aspect clear and concise communication is essential for hotel operations to ensure that the information is accurate and compressively. It involves using appropriate language, avoiding jargon. Clear communication minimizes misunderstandings, prevents errors and promotes efficiency in delivering instructions, receiving feedback and sharing important updates.
The second aspect of active listening allows the staff to fully understand guest request, concerns, permitting them to respond properly and provide personalised service. This involved giving full attention to the speaker understanding their perspective and provide appropriate feedback.
Third aspect its  non-verbal communications this includes body language, gestures and tone of voice. In hotel operations non-verbal communications play a significant role ithe n transmission of emotions, intentions and attributes. Staff members must be mindful of non-verbal communication, as it can impact the guests’ perceptions end experience. Warm and friendly body language and a welcoming tone of voice contribute to positive guest interactions and customer satisfaction.
Effective communication is the foundation for successful hotel operations.
 





	
Element 4 - Staffing 


	Staffing is a crucial component of hotel operations, as the performance and capability of the hotel workforce directly impact guest satisfaction and overall success. Effective staffing requires careful consideration of a critical element to ensure that the right personnel are hired, trained and managed efficiently. The critical point for having quality staff.
One of the critical aspects is Recruitment and Selection is the foundation for building skilled and capable employees. It involves identifying the specified job requirement, developing clear job descriptions and applying effective strategies to attract qualified candidates. Considerations include assessing skills, experience, qualifications and cultural fit. 
The second aspect is training and development, a program for development for staff is essential to ensure the necessary skills and knowledge to excel in their role. Ongoing training ensures that the staff member stays updated in the trend industry and provides excellent guest service.
The third aspect is engaging and the motivation of the staff is very important for maintaining a high level of productivity, job satisfaction and employee retention. The hotel manager should maintain a positive work environment that values open communication, recognise and reward employee contributions and encourage teamwork. Regular feedback, performance evaluations and opportunity for growth are key elements in keeping staff engaged and motivated.
The staff is a crucial element of hotel operations, influencing guest experience, service quality and overall success. By considering the key element such as recruitment and selection, training and development, and staff engagement and motivation, hotels can build a skilled and dedicated workforce.
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