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	In my experience and knowledge, working at a front desk of a hotel is one of the key skills required for attending to the guests in an effective manner. There is a diverse range of skills that need to be possessed by an individual working in the front desk of a hotel as they often act as the face of the hospitality business. One of the primary skills that are required to work at the front desk of the hotel is communication skills. It is crucial for conveying critical messages and information in an effective manner to the guests and visitors (Bardiet al., 2010). Effective verbal communication skills are needed for the front desk workers in the hotels as they need to apologise to people for making them wait, as well as provide complete and accurate information. Another major skill that is required for working at the front desk of the hotel isactive listening skills. Listening in an effective manner is an important skill for front desk workers in an effective manner as it helps them to communicate well by listening to the views and perspectives of the guests and visitors (Jones et al., 2019). I also believe that skills of effective listening are a crucial factor for the reduction of errors, as well as gaining a proper understanding of the query of the visitors. It also lets the guests understand that the worker is interested and paying attention to their query.
Data Entryis also an important skill that is required for the worker working at the front desk of the hotel. I have gained an understanding that it is needed for uploading and entering data into the database of the hotels (Wood, 2013). Moreover, the skills are also crucial as it enables the front desk workers to enter the data in an accurate and timely manner. These skills play a crucial element in avoiding inconvenience to the guests and the data can also be processed and implemented for analysing the performance of the company (Wood, 2013). I also believe that being calm and empathic is also an important skill that is required by the workers at the front desk as it enables the workers to understand the concerns of the clients and visitors. Often, in the environment of the hotel business, the guests and visitors are unhappy because of multiple reasons, such as hygiene, improper cleaning and other reasons (de Kervenoaelet al., 2020). The skill of being calm and emphatic can be crucial for the individuals working at the front desk to handle them in an effective and cautious manner. The attribute of being calm and emphatic is also essential for making the customers feel at ease and must not engage in invalidating the concerns and issues of the visitors. Staying organised is another major skill that must be possessed by the individuals working at the hotel’s front desk. As per my experience, such workers need to fulfil multiple tasks within the hotel environment, however, they need to focus on being organised amidst such tasks (Celemín-Pedrocheet al., 2020). In addition, they also need to organise the front desk for making a positive first impression on the guests. Moreover, the documents must also be filed in a proper manner as it helps in the prevention of losing important documents of the organisation as well as the client. Effective organising skills are also important for them to keep track of diverse information and ensure that everything within the business environment works in a smooth manner. I believe that Problem-solving is also an important skill that must be possessed by the workers at the front desk of the hotel (Nguyen et al., 2022). As front desk workers, it is necessary for them to identify the root cause of customer satisfaction and experience. A proper understanding of the factors which are preventing customers from gaining positive experiences and satisfaction is essential for finding and offering a relevant solution (Nguyen et al., 2022). The problem-solving skills also enable the front desk workers to acknowledge the problems in an effective manner, plan an effective response and advance further in implementing a solution that is reasonable. Similarly, being flexible and ability to work under pressure is also an important skill that needs to be adopted by the workers at the front desk of the hotel business (Luuet al., 2021). As a front desk worker, an individual need to work under pressure due to the overload of work, busy handling the customers as well as gaining an understanding of the concerns of the staff from other departments. 
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Component Two:

	“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 take help from the senior individual who has the idea of fulfilling the job role of front desk associate. 

	I will ensure and align the tasks on the basis of their priority. 
	The plan is effective as it can provide clear instructions on to-do lists and sort them according to priority (Bardi, 2010).  
	I will take an effective training and development course for working effectively as a front-desk associate.

	I will also ensure to greet them in an adequate manner during their visit in the front desk.

	I will ensure I know the guests in an effective manner.
	The plan is necessary as it helps in building rapport and building relationships for making the guests comfortable (Corgelet al., 2011). 
	I will additionally seek help from seniors and experienced individuals in the job role of front desk associates. 

	I will also ensure that I am dressed properly for the creation of a positive first impression to the guests.

	I will learn about the local guests and their interests.
	It is essential for preventing hurting the sentiments of local guests and visitors (Hammer, 2016).
	I will converse with local individuals, learn about their customers and implement them in my job role. 

	It is also essential for me to resolve their queries and problems with efficiency for improving their satisfaction.
	I will also maintain effective skills of communication which can be helpful for them to understand the policies and procedures of the business environment in an effective manner.
	Effective communication is the most effective strategy for queries as it can be crucial for building positive relationships and gaining insights on customer concerns (Solomon, 2016). 
	Effective listening and apologising without laming are crucial plans for resolving the similar scenario of customer issues and their concerns. 

	Providing them with the direction of their room and appointing a staff to show them the pathway and carrying their luggage is a necessary step for representing the hotel well to the guests. 

	I will also maintain reports which are necessary for ensuring that the operations run in a smooth manner and does not get halted. 
	Maintenance of report is essential as almost all the information is gathered at the front desk for the convenience of both the employees and the guests. 
	Prevention of passing the guests to another department and engaging in providing assistance with the help of available staff members is an essential action plan for similar scenarios in the future (Tesone, 2015). 



Component Three:
	
Element 1 – Property Management Systems (PMS)


	The management of all the aspects of the hotel business, its activities and operations, as well as delivering an optimum experience to the customers is known as Property Management Systems in the hotel business (Murphy, 2013).

There are different elements in the Property Management Systems of the hotel industry. One of the primary elements in the reservations wherein the hotels implement CRS (Central Reservations Systems) or another platform as a hotel’s separate solutions (Tewan, 2009). Room management and front desk operations are other important element of the hotel’s Property Management systems as the front desk is the face of the business while room management is essential for the experience and satisfaction of the customers. Channel management is also essential in PMS wherein the channel management software is used as a single interface for distributing and controlling inventories across different channels such as direct bookings, and GDSs (Shin et al., 2019). Housekeeping is another key element of the hotel PMS as housekeeping is the most essential component of providing effective service to the customers. They are involved in fulfilling the tasks such as cleanliness, room management and other factors which are essential for determining the visit of the customer in future periods (Starkov, 2021). Back office management is an essential module of hotel PMS which provides efficiency in the management of the hotel team. Certain back office management modules include event management, inventory analysis, staff management and others.

The section was focused on the discussion of key elements of Property Management Systems of Hotel organisation. The key elements found within the study are reservation, channel management, front desk operations, room management, back office management and housekeeping.  







	
Element 2 – Hotel reputation


	The section is focused on the discussion of the key elements of hotel reputation. The management of hotel's reputation is all about influencing and monitoring how the hotel is perceived both online and offline by the customer sections. The major elements that will be discussed within the section concerning the hotel's reputation are staying active on social media, location, marketing and others. 

Management of the hotel's reputation is a key aspect of advancing the growth and development process of the hotel group. An important element for the effective management of a hotel's reputation is staying active on social media (‌Lai et al., 2019). It is essential for showcasing the visibility of the brand as well as connecting with the customers through multiple channels. Another key element for the hotel’s reputation is also the location of the hotels. Location plays an important role in attracting customers as well as retaining the best employees who are equally important for the success and growth of the hospitality sector (Anagnostopoulouet al., 2019). Effective decisions regarding the hotel’s location are significant for boosting the long-term performance of the company. The third key element for the hotel's reputation is marketing. Effective marketing strategies are essential for the hotel business to reach out the prospective guests leading to promoting the business with efficacy (Perez-Aranda et al., 2019). Service providing is also an essential element of the hotel's reputation as it helps the customers to make a decision of whether to visit the hotel group in the future.

The section presented key information on the hotel's reputation. It has also presented certain key elements which are crucial for the management of the hotel's reputation. Certain key elements presented within the discussion are marketing, efficient use of social media, service providing and also the location of the hotels. 


	
Element 3 - Communication 


	Communication is also a significant element in the hospitality business. The skills of communication are crucial for building rapport with the visitors, mitigating conflicts as well as creating a positive environment for all the staff as well as the guests. 

Communication in the hotel business plays an important role in the establishment of effective relationships with customers and has a huge impact on its reputation as well. A key element of communication in the hotel business is practising active listening. It is an essential skill to know the concerns and points of view of the customers and provide them with effective solutions (Ahmed et al., 2021). Being clear and concise while communicating is also a key element as it is necessary for conveying information and giving instructions. Keeping an open mind has equal importance and an important element of communication within the hotel environment as it allows us to be receptive to feedback, as well as advance with the hotel operations in a more efficient way. Being respectful is another key component of the hotel business as it helps to gain the trust of the guests, build a positive environment and foster effective relationships with both the guests and the staff members (Pratiwiet al., 2020). Being patient is also an important way of fostering positive communication with the guests as it avoids miscommunications and misunderstandings in the environment of the hotel. 
The discussion was mainly based on communication within the hotel business. The study has provided key elements of communication within the hotel industry such as being patient, being respectful, the necessity of keeping an open mind, being clear and concise while interacting and practising active listening. 


	
Element 4 - Staffing 


	Staffing is an important factor for the hotel business to progress towards growth and development in the marketplace. Staffing allows the business to get adequate talents who can effectively perform the job roles and help the hotel to achieve its commercial goals and objectives. There are certain key elements of staffing as well that will be discussed within the study. 

Staffing within the hospitality and hotel business is an essential factor as hiring the right individual for a certain job role is essential for the advancement in the path of higher performance and productivity within the marketplace (Antón,2020). The first key component of staffing in the hotel business is creating a plan for staffing (Fallon and Rutherford, 2010). It is an essential process that will be helpful for the recruitment. Planning helps to move towards a proper pathway and hire the right employee. The second important element of staffing within the hotel business is the hiring technique. Hiring individuals must be involved in the development of the strategy which can be crucial for finding workers that are both skilled and experienced (Nikolskayaet al., 2022). Projected growth is also an important element in the staffing process within a hotel group. While re-staffing within the existing hotel business, it is necessary to assess the growth of the company. Skills and qualifications are another key element that need to be considered by the hotels as it provides an idea of whether the candidates will be able to fulfil the given job roles (Li, 2020).

The discussion included the evaluation of staffing in the hotel industry. It has also discussed a wide range of key elements that need to be considered while staffing such as skills and expertise, hiring techniques and even the creation of a plan for staffing. 
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