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Front office operation is the key function of the hospitality industry as managing guest depends on the skills of the front office staff. Different staff in the front office work with different skills to manage guests. Front office skills include different interpersonal and technical skills (Amor, 2017).
The key skills required working at the Front Desk at the hotel
There are several skills required for the staff working in the front office of the hotels and the skills are described in detail below: 
· Communication skill: The most effective skill required for the front office employee is communication skills both oral and written communication. As the staffs need to communicate with different people every day and solve their problems and deliver a message to them such as guests, managers, colleagues and so on, they need to communicate with them properly (Carreirão, 2022). Then, they need to write memos, emails, and documents properly which require written communication skill. 
· Active listening: Another skill required working in the front office is active listening which includes non-verbal communication such as eye contact., body movement, smiles, nods, and gestures as it can help to show that the employee is attentive to the speaker. This skill requires as it supports getting information from guests to deliver their required service and get instructions from the management about the job duties. For example, if a guest in the hotel wants to place a complaint about room cleaning and active listening skill will give satisfaction to the guests (Doyle, 2020). 
· Problem-solving ability: Front office employees must have the ability to define the problems and give immediate solutions to the customers. As the customers come with problems to the front office and they need some solutions from here. Problem-solving ability supports solving the issues. For example, a customer comes to the front office for not getting food on time and the front office should find the problem and solve it for customer satisfaction. 
· Attention to detail: Front officer works based on the information from the management and the professionals must hear from the management in detail to deliver better service to the customers. After that, the professionals must need to listen to the problems or needs of the customers so they can get proper service and reduce their dissatisfaction with the customers (Indeed.com, 2023). Here, front-office professionals can develop digital schedules for better management. 
· Stress management: Front Desk employees do different jobs with different types of problems. They need to answer different questions for managing the visitors in the hotel. It increases the stress of the professionals. Stress management skills will help front desk employees to manage their jobs and prioritise the task and prepare their minds to do the work. Here, a receptionist can divide the time as the employee can do the task at different times and manage every task effectively (Doyle, 2020). 
· Teamwork skill: The whole operation of the hotel depends on the proper management of front desk professionals. Front desk professionals work with other employees to perform all the tasks of hotel management. All employees work in a team to deliver high-quality service to the customers. Front desk professionals divide the tasks as they can work in a team like answering phone calls, writing documents, and taking complaints by individuals during peak hours in service (Indeed.com, 2023). 
· Organised and stayed calm under pressure: The front desk professionals must be organised as they can manage different tasks easily and complete them on time. as front desk professionals of different tasks, they should be calm under pressure to ensure proper service for the guests. It will help to minimise the errors in working. 
· Flexible schedule and time management ability: Hotel service becomes available 24/7 and the front desk professionals must be prepared for work in each schedule. Here, the front desk professionals might be worked on any schedule and must have time management ability to work on time. Timely work increases customer satisfaction and ensures better management of all tasks (Carreirão, 2022). 
· Others: There are many skills required for front desk employees in the hotel to work. For example, learning multiple languages and understanding those languages help to deliver service to different customers from diverse cultures, customer service skills required, physical stamina, computer literacy, phone etiquette and management skill as well (Indeed.com, 2023). 

[bookmark: _heading=h.gjdgxs]Every employee should develop skills and knowledge to work in a particular sector. Managing the front desk is a difficult task and the skills should be developed properly and manage the task effectively. Front desk professionals should focus on improving skills through training and practical work. 
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Hotel management is not an easy task for an employee especially since it is almost impossible for a new employee joined in the organisation. As the manager has phoned in sick, the front desk associate should plan carefully to manage the tasks (Elphick, 2020). The action plan for the hotel management is given in detail here. 
Strategies to do that the hotel is represented well to guests
The hotel service quality depends on how the staff are behaving with guests of the hotel. To ensure the quality of service during the absence of a hotel manager, the key strategies should be like that:
· Take guidance from staff: Firstly, the front desk associate should take the help of existing employees as it supports managing the task of the front desk in the hotel (Bardi, 2011). 
· Follow existing policy and practices: To deliver the service to the guests, the front desk associate should follow the existing strategies of the hotel, as exiting guests do not understand that the hotel manager is not in the hotel.
· Proper greetings and checking: The guests should be checked properly during entry and greetings. Greeting guests will help to ensure their satisfaction of the guests. 
· Answer phone calls and emails: It is the key task for the front desk associate to respond to guests when required by phone and email (Barrows et al., 2012).
· Keep the reception clean and welcoming: The reception should be cleaned properly so the guests can feel a good environment when entering the hotel and it will help to stay in the hotel.
· The information should be noted properly for further use as the manager can check the information later when coming to the hotel (Elphick, 2020). 
How to run the operations smoothly?
Managing the front desk is a difficult task for everyone and some strategies should be followed to run the operations smoothly. They are:
· Take the help of technology: Technology is key to changing the operations in every sector, the hospitality industry has changed dramatically due to the help of technology. In every step of the service, technology supports ensuring quality (Barrows et al., 2012). To run the operations smoothly as check-in process, check-out, payment, and booking of service should be completed online which will support the shift of working in the hotel.
· Be present: This is another strategy for running the operations smoothly in the shift. When working in the organisation, it is important to perform all the tasks which may be part of the hotel. Find out the problems and try to solve them immediately which will improve the quality of service as well (Han et al., 2019). 
· When working in a hotel on a particular shift, it is important to trust the staff. The best employee of the hotel wants to know how to delegate tasks. Understanding the staff of the hotel support distributing the task and help to ensure the quality of service in absence of any staff. 
The plan is effective or not
The plan I have designed will be effective for managing the hotel as the hotel manager is absent. Because I have followed the instructions of the hotel activities already designed for managing the guests. After that, I have taken help from the existing employees who are working for a long time in that hotel as I can perform better during my shift. I will be always present at the front desk so every guest can get their service and information from me. I will apply my academic knowledge when working in that hotel. My professional knowledge will be applied here and it will be successful as I have worked before and the plan was effective there.
Contingency plan 
The staff are trained for performing during the absence of someone in future If the scenario comes in future. The situation may come at any moment and I have to become prepared so I can manage all the tasks immediately. I will strictly follow the policy and strategies of the hotel when the manager will be absent. I will guide all the staff on how to work to manage all the guests when someone will be absent from the hotel (Han et al., 2019). 

[bookmark: _heading=h.gjdgxs]Here, the front desk associate should perform the task based on guidance and academic knowledge. teamwork will be effective to face that situation in future and it will give the best result to the hotel. 
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The key elements that are required when considering hotel operations
Hotels are complex organizations that require a range of operational elements to work together effectively. In this essay, there will explore four key elements of hotel operations: property management systems (PMS), hotel reputation, communication, and staffing. These elements are crucial to the success of any hotel, and it is important for hotel managers to understand how they work together to create a positive guest experience (B, 2019).
Property Management Systems (PMS)
 Property management systems (PMS) are software applications used by hotels to manage their operations. These systems include a range of features, including reservation management, check-in/check-out, room assignments, and billing (Bardi, 2022). They are designed to streamline hotel operations and improve efficiency, and they are an essential part of modern hotel management.
There are a number of key elements that are required for an effective PMS. First, it must be user-friendly and intuitive. Hotel staff will be using the PMS on a daily basis, so it is important that it is easy to navigate and understand. Second, it must be reliable and stable. A PMS that crashes or has frequent technical issues can disrupt hotel operations and lead to guest dissatisfaction (Bhatt, 2019). Finally, the PMS must be adaptable to the unique needs of each hotel. Different hotels have different operational requirements, so it is important that the PMS can be customized to meet these needs.
An effective PMS can improve hotel operations in a number of ways. It can streamline the check-in and check-out process, reducing wait times and improving guest satisfaction. It can also provide real-time information on room availability, allowing hotel staff to manage inventory more effectively. In addition, it can automate billing and accounting tasks, reducing the risk of errors and improving financial management (Chakravarti, 2018).
Hotel Reputation 
Hotel reputation is a critical element of hotel operations. A hotel's reputation is based on the experiences of its guests, and it can have a significant impact on future business. A positive reputation can lead to increased bookings and higher revenue, while a negative reputation can damage a hotel's brand and lead to lost business (Jackson, 2018)
There are several key elements that are required to build and maintain a positive hotel reputation. First, a hotel must provide excellent customer service. This includes responding promptly to guest inquiries and concerns, and going above and beyond to meet guest needs. Second, a hotel must provide high-quality amenities and facilities. This includes comfortable rooms, clean facilities, and up-to-date technology (Singh, 2020). Third, a hotel must have a strong online presence. This includes maintaining an active social media presence, responding to online reviews, and engaging with guests on online platforms.
A positive hotel reputation can have a number of benefits for a hotel. It can lead to increased guest loyalty, as well as positive word-of-mouth advertising. It can also attract new guests who are looking for high-quality accommodations and excellent customer service (Jagpradeep, 2018).
Communication 
Effective communication is essential for successful hotel operations. Hotel staff must be able to communicate with each other and with guests in a clear and professional manner. This includes verbal communication as well as written communication, such as emails and memos.
There are several key elements that are required for effective communication in a hotel. First, communication must be clear and concise (Raj Kumar Singh, 2020). This includes using language that is easy to understand, avoiding jargon or technical terms, and avoiding ambiguity. Second, communication must be timely. Hotel staff must be able to respond promptly to guest inquiries and concerns, as well as to requests from other staff members. Third, communication must be professional. This includes using appropriate language and tone, maintaining a positive attitude, and treating guests and colleagues with respect (O’fallon, 2019).
Effective communication can improve hotel operations in a number of ways. It can reduce misunderstandings and errors, improve coordination among staff members, and enhance the guest experience. It can also improve staff morale and job satisfaction, as clear communication can reduce stress and help employees feel more confident in their roles.
In addition to internal communication, external communication is also important for hotel operations (Jagpradeep, 2018). This includes communicating with guests before, during, and after their stay. Hotels may use a range of communication methods, such as email, phone calls, social media, or in-person interactions. Effective external communication can help to build guest loyalty, address any concerns or issues, and enhance the guest experience overall (Mathews, 2020).
Staffing
Staffing is a critical element of hotel operations. Hotel staff are responsible for providing excellent customer service, maintaining the facilities, and ensuring that the guest experience is positive. A well-trained and motivated staff can make all the difference in the success of a hotel.
There are several key elements that are required for effective staffing in a hotel. First, the right people must be hired. This includes selecting individuals with the necessary skills and experience, as well as a positive attitude and a commitment to excellent customer service. Second, staff must be trained effectively. This includes providing ongoing training and support to ensure that staff members are up-to-date on the latest policies, procedures, and technology. Third, staff must be motivated and engaged (O’fallon, 2019). This includes providing a positive work environment, recognizing and rewarding excellent performance, and providing opportunities for career advancement.
Effective staffing can improve hotel operations in a number of ways. It can lead to improved guest satisfaction, as well as increased staff retention and job satisfaction (Mathews, 2020). It can also improve operational efficiency, as well-trained and motivated staff are better able to manage their responsibilities and adapt to changes in the business environment.

In conclusion, effective hotel operations require a range of key elements, including property management systems, hotel reputation, communication, and staffing. Each of these elements is critical to the success of a hotel, and they work together to create a positive guest experience. Hotel managers must understand how these elements interact and develop strategies to optimize their effectiveness. By focusing on these key elements, hotels can provide high-quality accommodations, build guest loyalty, and achieve long-term success.
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