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The staff that is working on front desk must have some essential skills in order to perform their task in an a professional way. Their attitude and behavior must be excellent in order to serve all the hotel's customers in good conditions, to make a good impression and to know how to manage the difficult situations that can arise at any time when you have to deal with unsatisfied guests.

1.Communication skills

The ability to communicate is usually one of the most important skills that any employer requires from people who want a job where interaction with customers is very important.Good communication is necessary for the smooth running of all activities in a society, company or any other business. 
A receptionist must have good communication skills, either verbally or in writing. Because he has to interact with dozens or maybe even hundreds of customers every day, his style of communication must be clear and concise, to be easily understood by customers, so as not to create confusion or other misunderstandings for guests.

2.Technological and digital skills

A receptionist must be familiar with printers, photocopiers, to know how to use Microsoft package, but also other software programs that the hotel uses to make reservations or register guests.




3. Time management

It is very important for a receptionist who may have to perform various tasks at the reception, to know how to prioritize these tasks. He must serve all the hotel's customers well and in the shortest possible time, in order not to create too long waiting lines and displease the guests.



4. A good organiser

A receptionist must also be a good organizer. He must arrange the documents in order, so that he can access them quickly. Also, they must operate as efficiently as possible with digital operating systems to provide information to clients in the shortest possible time.


5.Flexibility

The staff working at the reception must be available to work in various shifts, as well as on weekends. The reception operation schedule for all 4 and 5 star hotels is non-stop. The availability to work different shifts or overtime can be a good thing for those who want to earn more money





6.Social skills

A receptionist is usually the first and last person with whom the clients of a hotel interact, therefore he must have good social skills, to know how to interact with clients, have a kind attitude towards all guests, he must to know  how to treat hundreds of clients in the various difficult situations that may appear daily. To work effectively in stressful situations.
 Usually a good impression made by the staff for the guests, can compensate for other shortcomings and can maintain the loyalty of some guests, who choose to visit certain locations because the staff is very attentive and kind.


7.Language skills


The receptionists who know foreign languages ​​have an extra advantage and can be paid better, especially in 4 and 5 star hotels that are usually looking for people who know foreign languages, so that they can serve all customers who would have communication difficulties in other languages than their.
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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?


	
I will have a meeting with all the staff working that day at the front desk, in which I will present the situation to them, and I will ask them to do their job as best as possible.
	Even if the manager is absent, I consider that I have the previous necessary knowledge to work at the front desk. I will ask also the other colleagues who are working  at the reception that day, and who have a better experience there , to help me if some complicated situations  will arise
	I consider that my plan to ask the help of the other receptionists who have more experience, is an acceptable solution. Also, the advice of my manager friend is also very helpful.
The function of manager at the front desk can also be performed well by other employees if they have the experience and knowledge, at least for the day in question.
	If in the future it will happen that the manager is absent again for various reasons, if this will happen in a few weeks or months, I believe that I must learn and accumulate enough experience to be able to replace him successfully in all situations. If I am not able to handle myself after a period of time working at the front desk, I consider that I am a bad assistant manager and I should resign, so as not to embarrass my colleagues

	
Also an important thing in such cases is to keep your calm and state of mind

	I also have a friend who works at another hotel as a front desk manager. I called him and I explained him the situation and he promised to help me with advice in the more complicated situations that might arise.
	It cannot be compared to the job of a surgeon, for example, who, if he is absent from work that day, and his assistant is not such a good specialist, can endanger the patient's life if he does not operate correctly
	

	


	
	
	

	


	
	
	

	


	
	
	



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)


	

         A property management system is a software that is used in the administrative and financial operations, and in the reservations  management system of a hotel. All hotels or hotel companies that have an online presence use a digital operating system to make online bookings, online payments or other hotel operations.
The hotel property management software is used in the various operations of different departments within a hotel or hotel companies, and facilitates communication and collaboration between the various departments. It is used in front-desk and back-office operations, in the housekeeping room management, in the sales and revenue department, in the central reservation or online payment system.
          The front desk module allows the manager to quickly visualize the situation of the reserved rooms, as well as to quickly perform check-in or check-out operations, can check the status of payments, in order to quickly provide information to customers. The housekeeping module shows the status of the rooms, if they are clean, dirty, in good condition, out of order or inspected. Sale and revenue module quickly centralizes the payments and revenue situation of all departments like housekeeping rooms, restaurant and bar, meeting rooms.
         The hotel property management system is essential to quickly carry out operations in a hotel as well as to facilitate the connection between different departments ( Benhadda, 2017).
Most popular property management system are: Cloudbeds, OracleHospitality, ThinkReservations, Hoteltime, Innroad, etc.






	
Element 2 – Hotel reputation


	
       It is very important for a hotel or hotel company to maintain a good reputation among customers. For this purpose, the services offered to clients must be of good quality, diverse and according to the hotel's standard. At the same time, a hotel company must have an efficient activity on various online platforms or social networks, such as Facebook, Twitter, booking com, TripAdvisor etc. Considering the importance of social media and the various websites that promote and provide online information about the hotel industry, it is important for any hotel manager to be aware of what is happening on online platforms.
         The online platforms and social media are very important for the hotel industry nowadays. It is a fast and efficient way of informing the general public who wants to travel to different locations around the globe. Online platforms can bring fame to some hotel companies, but they can also destroy the reputation of others, through negative reviews from some customers or through the spread of false information by rival companies.
         That is why it is important for every hotel that wants to maintain its reputation on online platforms, to follow and monitor these platforms, to find out what the customers' complaints are, to respond to negative reviews and to improve the quality of the services offered if they do not meet the customers' expectations. At the same time, hotel managers can learn from these reviews how the services are in other hotels and what unforgettable experiences they offer to customers, being able to learn from the experience of other hotels (Boley, 2020)






	
Element 3 - Communication 


	
            “Communication is the process through which the social fabric of relationships, groups, organizations, societies, and world order and disorder is created and maintained” ( Ruben, 2005, p.294).
Fast and efficient communication usually ensures the success of a business ( Kingsnorth, 2019)

         The communication is an essential element in all social activities, in order to successfully carry out any activity and ensure the smooth development of business and relationships between people. Whether the communication is written, oral or on social media platforms, it must be precise, concise, correct, and oriented towards the quick satisfaction of customer requirements. That is why it is very important for any hotel business and especially for managers and staff who work in direct contact with customers to have good communication skills, ( Metti, 2008).




	
Element 4 - Staffing 


	
        The staff recruitment is one of the many duties of any hotel manager. He must ensure that he has enough staff for the development in good conditions
of all operations and activities in all departments in a hotel.
        The manager must make sure that he has specialized staff for all the necessary operations in a hotel, take care of their training, so that their activity corresponds to the hotel's standards and the clients' requirements. The staff who work in direct contact with customers, especially the front desk employees, must have various skills (good communication skills, language skills, organisational skills, time management skills, etc.) a helpful and kind attitude towards all guests, a pleasant physical appearance and an appropriate outfit, because the impression they make on customers is important for the hotel reputation, ( Bardi, 2010).
        The human quality of the staff, working in a hotel company, is one of the intangible services that the hotel offers to its customers, and is an asset for maintaining the loyalty of its customers. A rude staff and not prepared well enough to satisfy the customers' demands can only bring a bad reputation to the hotel and to the business in general,( Metti, 2008).
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