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I have examined that front desk operation is important for carrying out the business of a hotel smoothly. The importance of front desk is essential as it creates an impression on the guest through the behaviour of the staff who is in charge of the front desk. In a hotel organisation, the front desk is the main revenue generator. The significance of the front desk is that this helps to maintain and create a relationship with the customers. Thus, the front desk helps to generate good revenue and makes a positive figure for the hotel organisation. The front office is also accountable for gathering the feedback of the customers and conveying the complaints which help the hotel to improve their services. There are some skills which are very important for the staff who are in charge of the front desk. Those are discussed below.
Interpersonal communication: The staff who is in charge of the front desk, interacts with different people every single day which involves customers, upper management, and also sometimes business clients. The importance of this job requires effective communication with all those people (Sociabble, 2022). Therefore, a high interpersonal communication level is important for me and a front desk employee as the professional has to connect with people who belong to various backgrounds. This helps to represent the hotel positively.
Written communication: Besides verbal communication, written communication is also necessary for the front desk staff. He should be capable of writing proper emails, business documents and memos without any spelling and grammatical mistakes. If the manager of the hotel asks the receptionist to compose emails for their business customers, he has to do that properly (CARMINEGALLO, 2022). This thus creates importance as those documents will then be forwarded to stakeholders and other managers of the hotel. That is why hotels with good reputation value want to hire individuals with good communication and written skills.
Active listening: The process of active listening involves the use of non-verbal transmission processes such as eye contact, and smiles to deliver attentiveness to the person with whom he is speaking. The skill of active listening is important as this provides customer service and gathering information about the job roles as a front desk staff and dealing with the customers on a day-to-day basis. Good active listening skill helps the customers or the speakers to feel respected (heather younger, 2022). Therefore, I think, a front desk associate who works in a hotel, should have proper active listening skills which helps the customers or guests to feel valuable when they address any complaint.
Foreign language: A front desk associate in a hotel or in any hospitality industry which has a global market sometimes has to encounter guests who belong to different language areas. Therefore, the hiring committee of a hotel organisation searches for a candidate who can speak more than one language. This skill adds another value to the CV of the candidate who is applying for a front desk job. To me, a front desk associate having the skill of speaking different foreign languages is able to cope with the situation when communicating with foreign guests face to face or via phone. I have learned two additional languages and am trying to make myself fluent in those languages.
Stress management: This skill is necessary not only to cope with situations regarding job roles but also helpful in real life. Front desk staff have to maintain different job duties which they have to complete every day. Any front desk staff needs to deal with guests or visitors with various questions. They are responsible for helping visitors with their queries (Winder, 2023). It is therefore important to have excellent skills in stress management. I truly believe that this skill helps people to stay calm and positive throughout the job timings. A candidate with proper stress management skills is thus important to run the front desk job as he has to carry out the job regardless of their surrounding environment.
Customer service: A front desk employee should have outstanding customer service skills as he has to communicate with different visitors in a recognisable and positive manner which helps in finding proper solutions related to the problems and questions of the visitors (Hyken, 2023). The front desk employee has to maintain a good relationship with the visitors because having outstanding customer service skills is directly related to generating good revenue for the hotel.
Computer literacy: Today's digital world is heading towards the use of computer software. Therefore, most professionals want computer literacy candidates who are able to operate computer software. For example, a hotel front desk worker has to put the data regarding the bookings and information about the visitors into a spreadsheet. Therefore, front desk employees should have proper computer literacy which would help them to continue their work regarding data entry. I have therefore adopted some skills related to computer software and always make myself updated with technological skills.
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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?


	On the first day of my job, I will take the whole responsibility related to the front desk operations as well as the manager (heyfetch, 2023). I will welcome the guests with a proper smile and will make their entries in computer software. I will gather all the ground staff for a meeting before the start of job timing and will ensure that all the operations in every unit are going well (Revinate, 2023). I will deliver the exact job duties to all the staff who are related to customer services I will tell the staff who are in charge of the parking area whether the cars of the visitors and property parked in the parking area. I will also tell the staff who are in charge of the parking area to manage the vehicles of the visitors properly during their stay. I will be responsible to respond to all upcoming and outgoing emails all the time. I will inform the higher authority about the updates regarding guest services. I will inform the staff who is in charge of customer service to pay attention to all visitor's queries and complaints and will tell them to sort them out as soon as possible (Cloudbeds, 2022). I will engage some skilful staff to manage all the phone and online reservations. I will verify the payment methods of the visitors and will update those to the higher authority. I will provide ground staff to the upcoming guests with information regarding amenities, rates and available rooms. I will keep myself updated taking information from the housekeeping staff with conditions on whether all the rooms are properly cleaned and well furnished. I will treat VIP customers in a very good manner with a decent smile on my face.
	On my first day, I will ensure that all the work of the staff is properly assigned to all of them. I will provide proper information regarding the tasks to all the ground staff (Landman, 2023). This will help me from avoiding any misconceptions regarding the assigned tasks. I will keep a proper eye on the departures and arrivals of the guests. I will provide good customer service to the guests (Mathews, 2023). I will cross-check the payments and bills of the guests regarding their bookings. I will forward the requests of the guests and their concerned queries to the concerned departments and will try to sort those out. I will assist personally in the handling of the luggage of the visitors. At the start of the time hours, I will properly train all the ground staff regarding customer service. I will provide a reward to the staff based on the performance of the staff. This will help them to become motivated at the time of working. On my first day, I will ensure that there is sufficient ground staff to run all the operations of the hotel smoothly. 

	Being a front desk staff, I think the skills and qualities which are important to run the front desk operations smoothly are within me. I have proper communication skills which help me to communicate effectively with the visitors, my decent smile helps to generate a positive impact on the visitors' minds. My critical thinking ability and my observations will help me to manage every situation in front desk operations (Hcarrers, 2021). My calm and stress management ability helps me to cope with every hard situation to handle. Stress management within the workplace helps me to handle difficult situations (Indeed, 2023). This also allows me to make a proper decision regarding the problem. I am also fluent in more than one language. This skill helps me to communicate with foreign visitors properly. I am proficient enough to handle computer operations. This allows me to run the digital operations in an exact manner. This includes keeping the entry of the data related to the visitors and their booking information.

	Customer satisfaction is a major thing within a hotel. That is why it is essential to make sure the service is related to the customer's satisfaction. Whenever I will make any commitment to any visitor, I usually try to fulfil that. I will treat each customer with equal importance. I will listen to the visitors about their problems and will resolve those. Having enough ground staff is important to manage all the operations of the hotel. That is why I will ensure that there are enough ground staff in the hotel. I will train my staff members about their job roles because proper training enables the assigned work to be completed within the stipulated time (Resumeworded, 2023). I will become extra focused on the negative and positive feedback from the guests and will properly overview those and will work on the negative feedback. I will find out the solutions regarding those negative reviews



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)


	Property management system (PMS) in a hotel is a bunch of solutions which the hotel employees use to carry on the activities of hotel operations on a day-to-day basis like maintenance, invoicing and billing, reporting, housekeeping, front desk, analytics and so on. All these activities are time-consuming and laborious, therefore a modern property management system is very much crucial which will save the money and time of the employees (Tewan, 2009). The recent PMS have capabilities which have stretched beyond the primary functions including reservations, room assignments, room inventory, housekeeping and so on. The modern PMS have the ability to schedule obstructive maintenance, make sheets of room attendance for housekeeping, and manage the meetings, banqueting rooms and conferences. Modern PMS has been advanced in many sectors APIs have been able to make the software developers and startups possible to build some innovative and useful technologies which a hotel can have access to with a click. Hotel businesses can choose the exact technology according to their needs like payment methods (master card, Visa card), channel managers and so on.

	
Element 2 – Hotel Reputation


	A good reputation of a hotel impacts directly the occupancy levels of the hotel in the long run. It is therefore important to manage the reputation of the hotel as this is related to the gross growth in the business of a hotel (Solomon, 2018). Maintaining a good reputation enlarges the brand value, increases the number of repeated guests and will help to boost the revenue of the hotel. Strategies include maintaining a good reputation of a hotel and checking the online views regularly (Vallen, 2014). Many online sites offer the option of receiving notifications of new comments by visitors. Monitoring and analysing those comments thoroughly help to innovate new ideas for improving the services. Also replying to those comments count on the online reputation of the hotel (Fallon, 2010). Being a dedicated employee of the hotel, it is necessary for the hotel front desk associate to answer those reviews and take the negative reviews into count and work on them. In addition to that, the implementation of new technologies by the operation team helps to enhance the reputation of the hotel (Wood, 2013).

	
Element 3 - Communication 


	Healthy communication is required in every business to run business operations smoothly. This not only involves communicating with the guests but also proper communication between the staff members and managers during the meeting sessions of the hotel (Tesone, 2015). It enables us to build mutual trust and cooperation among them. Any reputed hotel spends a lot of money to train their staff regarding improving communication skills as better communication skills results in attracting more repeat visitors. A good communication skill can be learned, this is not the skill which is inborn. Hotel staff members improve their communication skills with proper training. Outstanding communication skill enhances the guest experience because this bears that the staff is paying attention to the guests and giving value to their feedback (Hammer, 2016). Also, proper communication boosts the confidence level while approaching visitors. Some of the staff members may not be fluent in foreign languages. Failing to communicate with foreign guests properly results in creating a bad impression about the reputation of the hotel. Moreover, failing to communicate with the other staff members and managers within the workplace sometimes may result in misconceptions about the job role. Therefore, hotels should provide training regarding the betterment of communication skills which includes basic techniques to advance skill programs regarding communication. A hotel manager must arrange programs for communication skills which will be helpful for the hotel staff members to effectively communicate with the customers in critical conditions (Corgel, 2011). This includes properly dealing with the complaints of the guests, and helping them with documentation like reports, menus, bills and so on. This training should be held once every month.

	
Element 4 - Staffing 


	Hotel business is a kind of business which is related to serving people (Bardi, 2010). Although applying different technologies may ease the work, human beings are the major part who can provide bulk services which are needed by a customer. Staffing, therefore, is a process of retaining, obtaining and employing staff in an abundant quality and quantity to make positive impacts regarding the reputation of the hotel (Johnston et al., 2023). Operations in hotel industries need manpower to operate the hotel on a daily basis. Staff members in a hotel are responsible for cleaning bedrooms and the whole area which will provide the guests with a good clean environment. They are also responsible to welcome the guests, for that proper communication skills and friendly behaviour among the staff members are very much needed. They are also involved in making reservations and collecting payments. Checking the laundry clothes in a daily manner, and making the furniture and other areas of the hotel clean are also some of the responsibilities of the hotel staff. Therefore, staffing has a major significance in running the operations of the hotel.
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