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Component One:
What are the key skills required to work at the hotel's front desk?
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In the Premier Inn hotel I learned and was trained what a hotel reception clerk should do, I understand very well that he is a person who takes care of the reception area of a hotel . My job is to greet the guests with a smile and welcome to our guests, I need to check the reservation number, make the parking ticket and direct the guest to his room. For 3 weeks I did the Academy Online course and at the same time I also did the practice, I used the Bart program for check in, check out, key verification, I duplicated the keys and others. During this time I understood what the job of the hotel reception is, it ensures that Premier Inn hotel guests receive the service and attention they need during their stay. As the first point of contact in a hotel, hotel front desk staff handle most guest requests, questions, and complaints. Effective employees strive to get to know their guests better through conversation, allowing them to make appropriate recommendations regarding services or tourist destinations in the area. Solving customer doubts, receiving positive reviews or selling certain services to customers requires one to have effective communication skills (Choi et al., 2019). There may be certain times when service staff may face difficulties in managing customer behavior. Thus, the front desk manager can help manage guest behavior and guide them. Therefore, communication is one of the most important skills for a front desk professional. People who tend to do well in this role tend to be outgoing and enjoy social settings. Reception staff are usually charismatic, friendly and have the ability to make guests feel special. As the job also involves providing reliable and efficient service, managing payments and responding to guests' needs, these employees must be reliable, mature and well-organized.
Planning is a very important thing for a person at the reception, he must be efficient in organizing tasks, proceed methodically and orderly in his actions, as well as in the correct information. The front desk handles a variety of tasks, so there must be organization so that tasks do not overlap. The ability to plan also refers to the ability to intelligently design the work structure of office and service staff. , therefore I understand that technologies and other resources is one of the most common characteristics that a receptionist should have. Similarly, I understood that front desk people need to be proficient in creating and managing customer database. The skill can help reduce chaos within the organization by calming the environment.
  Thus, the person who works in the office must have the ability to think critically. This is necessary for customers to receive satisfactory solutions to their difficulties. Apart from solving the difficulties, there are many other challenges faced by front desk management such as overbooking, lack of facilities in the hotel, timely delivery of services, etc. (Alexakis and Jiang, 2019). Thus, I understood that one of the most necessary skills is the ability to think quickly and critically, which also helps other staff members, as they need quality guidance to work at their highest efficiency. I concluded that as a professional front desk receptionist one should be a good psychologist and have a good control over one's thinking as well as decision making.
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Component Two: Assessment of Practical Tasks 
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?


	· Online profile- I will be updating the online profile of the company with the help of our social media manager. It will be improved through company websites or internet marketing (Cioppi et al., 2019).

· We will be listing the details of our services on several online platforms that are used by the target customers the most. This way we can form a good picture in the minds of the customers regarding the quality of service of the company. 


	· Faster action - one of the ways to make the operations as smooth as possible will be to execute the actions faster. The staff will be asked to implement and complete the service tasks as soon as possible so that there are no delays. Faster implementation of the tasks helps the customer has a hassle-free stay that improves the brand image. 
	· The plan assures good management of the operational tasks. Thus it will provide sufficient space for all the work to be done in the given time making it effective.
· The action plan has been aimed to target customers from all possible directions. Many sources of marketing and promotions have been included in the plan that successfully targets the right customer segment. 
 
	· I will be setting targets and deadlines for the completion of certain tasks in the given time
· I will use technology as a substitute for the staff so that they are left with more time and space to fulfil other duties

	· Follow-ups - I will be making follow-up emails and phone calls to inform the customers about the possible offers and services (Shin et al., 2019). The follow-up request would also be used to tell the customer how valuable he/she is to the company. This will make them feel overwhelmed and create a decent opinion about the brand. 

	· Daily schedules - the staff will be directed to follow the daily schedule that has been prepared at the beginning of the day. The timetable will include all the necessary tasks. They will be given clear instructions in terms of the respective duties that they have to follow. Therefore by making daily schedules and timetables we are going to operate in the most efficient manner possible. 
	· The customers are given several follow-up calls and messages that will lead them towards staying with the brand for longer. 
· The daily time-tables and schedules will assure the timely delivery of the work. 

	· I will make different segments of service staff for the people with similar duties 
· I will appoint more team leaders to support as well as guide the staff in maintaining and fulfilling their duties 

	· Satisfactory arrival - I am going to make customers' arrival most satisfactory as it is the most impactful way of creating a good image. This will be done using multiple techniques and methods of service. They could be such as; making the check-ins the easiest and quicker. Handling their luggage at the right time. Offering a welcome meal or drinks if they have to wait for the check-in.  
	· Educate the staff - I will help my staff to be informed about the guests and their accounts so that it is easy for them to interact with the guests. By keeping my staff aware of the customers and their upcoming stay and check-outs we will be able to make the most of their time. 
	· The duties are fulfilled in the right manner and at the right time will make the customers service more effective
· The staff will be trained with the right kind of information and is going to be completely approachable to the customers 
	· In the situation of staff unawareness, I will personally be guiding them as to how can they make the most of the available information in the records
· If there is any immediate need then I will be providing the customer database for the sake of educating the staff

	· Cleanliness - a customer creates their first impression the moment they enter a place. Thus I will assure that the entire space remains tidy and clean as they arrive inside the hotel


	· Make sub-groups - one of the most efficient ways of managing the chaos of the multiple tasks I will make sub-groups. The subgroups will take care of the major tasks as group leaders. Therefore each section of the work will have one supervisor who will be directing the staff. This way despite having a huge number of operations we will efficiently manage all of them with appropriate guidance.
	· The work environment has been planned to be kept well-organised making the ambience look effective to the guest.
	· I will be monitoring the cleanliness and organisation by myself so that no mistakes are made by the lower-level employees

	· Future offers - once the customers leave I will make sure that they are given sufficient attention regarding future offers. This will make the customer retain the name of the brand for longer. This way I will assure you that prefer the same service on the upcoming trips.


	· Technology - technology is one of the biggest tools used in hotel front desk operations. I will make sure that the general operations such as serving food and drinks are handled through the technological equipment. This will help the service staff get sufficient space to attend to the customers. 
	· There has been a good use of technology as well as several other tools that will help the service staff work effectively. 
	· I will be using a customer profile so that a customer is given a personalised offer for the upcoming trips
· To follow up with the customer directly I might use their contact to make the proposal making the customer feel valued. This way I can enhance the possibility of their future preference



Component Three: 
Portofolio ¬4 elements
The key elements that are required when considering these four elements of hotel operations:

	
Element 1 – Property Management Systems (PMS)


	
Adaptability- it is one of the most crucial elements when it comes to the kind of PMS one is using for the sake of assistance in a hotel. The adaptability of a property management system refers to the kind of PMS that is capable of being operated on different devices and places. One of the biggest flaws of property management systems is that they do not serve the purpose in every situation and place. There are many general kinds of PMS used in the hotel management system but do not necessarily serve flexibly. 
Functionality - the property management system is supposed to be useful for all kinds of hotel settings that could be used to manage the tasks and other elements across the internal structure of a hotel (Li, 2020).
 Reliability - one of the biggest risks that property management systems pose is the insecurity that comes along. There are multiple cases of PMS being a threat to the data of the company as well as the customer. A good property management system can provide efficient services along with an assurance of security. The hotels collect a huge amount of customer data that is to be used for marketing and customer service. The PMS functions inside the hotel system therefore it might have unnecessary access to all that data. This makes a little horrifying for the customer and the company as well. Hence one of the most crucial things to remember when installing a PMS is to assure the reliability of the system. 




	Element 2 – Hotel Reputation


	Understand the importance - to create and sustain a good reputation one must understand the importance of it. A hotel company needs to take care of shortcomings from all directions possible. Optimise - one of the very first things to take into account is the online profile of the company. In today's times, the things that have a decent online presence will make a separate place in customers' minds. A hotel company being solely a customer-based market has to make an effective online presence. This could be done through the official website of the company. Respond - there are various ways to make one's website attractive such as; digital marketing, online reviews and social media referrals. Digital marketing as a whole will take care of the entire process of making and maintaining an online presence. The company website could be the home for listing all the current offers and services of the company according to the region and customer segment (Lee and Lee, 2020). The platforms that the hotel company can use could differ as there are multiple kinds of customer segments. The youngest generation is to be targeted on social media platforms such as Instagram and TikTok. On the other hand, the older generations will be found on platforms such as Facebook, Twitter and others. Take a team approach - apart from the online presence of the company there comes the role of physical presence and word of mouth. There are certain ways the companies get an appraisal by the existing customers. Alongside that, the physical appearance of the hotel is one of the biggest factors to make a good impression on the customer. Hence the combination of creating an online as well as offline presence of the company will help it maintain a reputable status in the market (Lai, 2019). 








	
Element 3 - Communication 


	Attention - one of the very first things to do when improving hotel communication is to observe the customers. This refers to the process of making an active assessment of customer behaviour regarding a particular service of the company (reza et al., 2020 ). Planning - once done with listening to the customer the next step should be to utilise observation as a basis for future planning. Further planning is to be done based on the kinds of patterns customers use when offered a service. This could be done by asking for written feedback from the customer at the time of the check-out and casual reviews. Implement - thereafter the planning needs to be implemented using appropriate tools and resources. The implementation of the planning is to be executed using suitable platforms. The very first step is to make the needed changes in the kinds of services that one will be offering. The next thing is to choose a platform that will give the most effective outcome. Establish PMS - after communicating the changes and future offerings the company must also install a useful property management system. This will help them maintain the number of tasks and operations making it easier for the company (Leung, 2019). 












	
Element 4 - Staffing 


	Utilise the brand - one of the best ways to find suitable staff for one's hotel company is to make good use of the hotel brand. The company must keep it clear to the forthcoming candidates what the desired attributes they are looking for are. This makes the candidates rethink the decision of participating in the process. Specific company policies automatically filter out undesirable candidates from the crowd (Baum, 2019). Clarity -the next thing to keep in mind is the clarity of purpose. The company must be clear regarding the kinds of designations it wants to recruit for this makes the process easier as well as short. Training -once done with the hiring process the company needs to set up a productive training system that might also be called an initial investment from the company's end. The training must be done using appropriate resources and sufficient time. It is the most crucial step to follow as at this stage the company is going to teach its staff about the company policies and work structure (Olimovich et al., 2020). Practise - thereafter the recently hired staff needs to be given sufficient time to practise their skills through participating in small job roles. While the staff is involved in early days' practice they must be provided with the right guidance by the supervisors and team leaders. Hence the staffing process that includes testing, hiring, training and practising there must be a system that is followed throughout. The process could be optimised using this opportunity the most there has to be a collective effort that comprises all the above elements.
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