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	This writing aims to describe the major skills which are required to work at the hotel's front desk. Front office management is the face of the hospitality industry and their major duty used to engage the customers appropriately. They are also responsible to provide a significant impact on the customer experience and it is also beneficial for the receptionist to have outstanding skills and be super good at the prospect of multitasking (Alrawadieh and Dincer, 2019). Concerning the increasing demand, there is a required skill set the receptionist is required to have and the receptionist is also required to have the hard and soft skills that lead to contribute to the performance. The major skills that are required for the front office department are stated below.
[bookmark: _Toc127811328]Be a good communicator
Good communication skills are beneficial if the individual working in the reception area of the corporate office or a hotel. The individual also masters the art to convey critical information and messages effectively for the visitors to understand properly. Some good verbal communication skills consist of addressing the individual by the first name added to apologize for making the weight and to inform before putting the caller on hold (Bagnera et al, 2020). The individual is also responsible to provide a piece of proper and complete information as well as watching the tone of the voice. On the other hand, to become a good communicator, the individual is responsible to maintain eye contact as well as having pleasant facial expressions and smiles. 
[bookmark: _Toc127811329]Active listening skills
To communicate in a well and organised manner, the individual is also required to become a good listener. At the time of communicating properly, 45% of the time spent in listening as well as effectively ceiling is properly believed for reducing the errors and also to understand the query of the visitors. The context of active listening properly lets the visitors understand the prospects that are interested in the query. The individual is also able to use affirmation and acknowledgement words as well as to face the speaker (Housel, 2014).
[bookmark: _Toc127811330]Data entry
This is also demonstrated to be the major scale which is needed by the front office individual in the hospitality sector. This type of skill is beneficial for the receptionist to enter as well as upload the data within the database. The data entry is properly required to be accurate and it is also responsible to avoid inconvenience for the consumers (Bonfanti et al, 2021). In a second context, the data is properly processed as well as used for the major analysis of the Organisational performance. The data is genuinely extracted from different documents as well as received from the visitors for entry into the system. The most beneficial data entry skills include fast typing speed, concentration, accuracy and many more. 
[bookmark: _Toc127811331]Mail management
The front desk officers are proficient to handle the mail for the residents within the multi-talent building as well as the employees along with the staff in the office. The hospitality industry is responsible to use mail management software tools that lead to automating the overall process. The front desk management is responsible to receive the mail on behalf of the individuals as well as to inform the individuals related to the arrival of the package (Davras and Caber, 2019). They are also able to manage the main room to avoid clutter skillfully. 
[bookmark: _Toc127811332]Business phone answering
The phone calls that are received at the reception area are properly responsible to make the first impression of the hospitality sector. It is also responsible to provide the actual customers and it leads to driving them away. On the other hand, the front desk individual is properly required to become proficient with their phone skills (Fu et al., 2020). Different types of rules also needed to be considered concerning the phone calls and including receipt of the call at the second ring and do not receive the call too early or late. Another individual is also responsible to greet and mention the name as well as keeping the pleasant stone along with the hearable volumes.
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Component 2
	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? 

	It is my understanding that I have to make sure about exceptional customer service by dealing with complaints and providing solutions to the questions which has to represent the hotel in a significant manner among the guests.
	The guest with a query is handled with proper interaction that focuses on listening to the complaints without interruption and giving them varieties of suggestions to help them find relevance like the selection of comfortable rooms by making them aware of the different price ranges (Cacicio et al., 2022). 
	It is my understanding that dealing with complaints from the guest can be useful because customer service is the key to evaluating the overall experience of the guest otherwise it may not satisfy them even after having an expensive premise or attractive location. 
	The services can also be provided by significant improvement where the situation on complaints are asked by guests to stay updated about their needs instead of them updating on the front desk which creates a sense of appreciation among the guests about the hotel and allow them to make the overall chances quickly. 

	The technology equipments are required to be used which I think will allow performing the activities more effectively in terms of reflecting the techniques that the hotel used to attract the attention of guests (Fuhrken, 2022). 
	Mobile applications are very much viable to offer performance management system integration along with enhancing accountability by faster communication through colleagues to meet the updated informations to the right areas which meets the solutions more clearly. 
	I understand that the effectiveness of technology usage is the reason behind dealing with a bunch of guests at a particular time without any kind of complications that are often found at the time traditional dealings (Peng et al., 2022). 
	The upgradation of information is required to be done on a daily basis so that it works as a standard way for approaching different guests' queries promptly while at the same time asking superiors about the urgency if found any during intervals. 

	It is my understanding that multitasking has to be done when performing activities for the hotel which represents how proactive the premise is, among the guests (Peng et al., 2022). 
	The guests can be given tours of the facility while constantly mitigating any basic types of problems that are usually asked along with a small exchange of dialogue to understand the objective of the stay in order to act according to it. 
	I can observe the effectiveness of multi-tasking since the premise holds a variety of things for the experience of the guests and a proper set of instructions while maintaining the general duty to help create convenience for guests (Schneider et al., 2022). 
	It can be seen that improvement of multi-tasking with operations can be done promptly when dealing with the guests personally and finding out their preferences so the suggestive comments about their stay can help send a message for the preparation of boosting the experience before they get settled down in the premise (Shariff and Abd Razak, 2022). 

	I also concentrate on the reviews which are done to generate a basic understanding of the guests about the hotel and to meet different types of areas which they are yet explored in an accurate manner (Solakis et al., 2022). 
	Guests are constantly asked about their thoughts and views on the hotel in general and about their prior experiences to understand their issues and make changes in the activities if necessary to fully engage them with quality service. 
	It is very much useful for me to acquire reviews because the exchange of information allows the guests to understand the manner of the hotel and their quality approach to understanding the customer view. 
	A general set of standard questions are required to be made for achieving the reviews from a standard point which covers the fundamental needs of the guests and after evaluating the ideas it can be corresponded with them to make their experience more impactful quickly without wasting time on making their approach first. 

	It is my understanding that accountability in terms of admitting mistakes and taking responsibility for the actions can be impactful to win the satisfaction of customers. 
	The occurrence of any problem is to be dealt with integrity where guests are openly giving the justification for problems with a firm apology while making sure that changes are going to be done quickly which ensures guests. 
	It can be understood that when guests are given more honest answers without complicated responses to stall them they seem less to be angry and understand the situation (Xiang et al., 2022). 
	The guests' feedbacks are to respond more quickly through online mode and transfer the message to the department which can resolve the problem more quickly while the guest is given a proper apology for the inconvenience. 
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Component 3
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)


	The property management system is the software application that is responsible to conduct the operations of hospitality accommodations along with commercial residential rental properties. The property management system is genuinely used within the manufacturing industries, manufacturing as well as local government. The property management system is genuinely referred to as the hotel operating system (González-González and García-Almeida, 2021). The property management system is responsible to provide a centralised computer system to schedule, organised as well as perform the daily functions along with the transactions which are involved within the accommodations business. Computer record keeping along with the property management system is responsible to increase the overall efficiency of the hospitality industry and way and it genuinely makes it possible to update and also to cancel the centralised record from multiple computers and devices. The solutions concerning the property management system have been customised properly for the requirements of the hospitality sector to increase operational prospects. 
In a similar context, sometimes the local government is responsible to use the property management system to manage different types of properties under their care where the electronic and centralised record keeping is responsible to increase efficiency. Within the prospect of manufacturing, the property management system is frequently used to keep a track of the materials and supplies and also to reflect upon the employee-owned property along with equipment (Ivanov et al., 2021). It is also demonstrated to be the management that forms within the cloud that is responsible to centralise and also to automate the hotel operations. On the other hand, in the hotel system, it is also the responsibility properly control the financial operations like setting the tariff for low as well as high sessions as well as taking the bills to pay and revenue to receive (O’fallon and Rutherford, 2019).

	
Element 2 – Hotel Reputation


	Running a hotel also needed a lot of attention as well as effort. The hoteliers also have different types of things to keep an eye on the pretty things to manage the reputation appropriately. According to a recent review tracker survey, it is also demonstrated that 94% of the customers genuinely claim that a bad review properly convinces them to avoid the business (Köseoglu et al, 2019). Therefore, understanding the basics of online reputation management is also beneficial to prevent major situations. On the other hand, if the online deputation is perfect then the individual is also required to maintain it and they are also able to find a proper way to recover the prospects appropriately. The tips and tools for reputation management also help to avoid any kind of reputational risk. It also demonstrates that the comments on social media as well as the ratings on a popular review website are responsible to determine the electronic reputation of the hotel industry (Liu and Yang, 2021). 
The entire management is responsible for undertaking online reputation management which is the state of measurement which came to cultivate digital repetition. On the other hand, this is also demonstrated to be the process of controlling and undertaking the business online. This also consists of monitoring the contacts and mentioning the brand as well as to responding reputational risk by creating marketing campaigns that are also beneficial for enhancing the visibility of the hospitality sector (Shin and Kang, 2020). The major goal is to genuinely form a positive public perception of the organisation on the web and the most important online review management channel is social media, paid media and many more. Therefore, it can be stated that a positive online reputation is responsible to improve the search engine ranking of the organisation and the growth of the platforms helps to massively create a beneficial prospect for the organisation.


	
Element 3 - Communication 


	The prospect of communication is the basic skill that hospitality employees implement to provide good services. The hospitality sector is also stated to be a fast-growing industry that genuinely deals with the individual on a day-to-day basis (Stergiou and Farmaki, 2021). It is also demonstrated that communication is stated to be the exchange of information between individuals and it also helps to properly create a relationship with the staff and Management in the hospitality sector. The foremost critical path of communication within the hospitality sector is communication with the consumers. In a similar context, the hospitality sector is also studied to be the service industry and to provide services to the consumers they are also able to communicate properly. The customers are responsible to communicate with the service staff to make the reservations of the hotels and restaurants. The service professionals within the hospitality sector are also required to speak to the consumers as well as to provide them with the major information related to the hotel. Therefore, the server is also required to communicate with the individual and they are going to fix the situation and apologize for the error. 
The prospect of communication is also beneficial within the hospitality sector and different types of major elements are also undertaken to improve communication that includes a practice of active listening and also to be clear and concise in communication (Chibili et al, 2019).

	
Element 4 - Staffing 


	Various kinds of skills are demonstrated properly to develop staffing within the hospitality sector. The management of the hospitality industry is responsible to create cultural awareness among individuals and a good level of cultural awareness also helps to create successful relationships with consumers by understanding the cultural attitude and norms (Tsai et al, 2020). The main objective is to create a true good public picture of the organisation on the web, and the most essential online review management channels include social media, paid media, and many others. As a result, it can be concluded that a favourable online reputation is responsible for improving the organization's search engine position, and the expansion of the platforms helps to significantly generate a favourable possibility for the organisation.
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