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Component One:
What are the key skills required to work on the hotels front desk? 
Working at the front desk of a hotel may be a difficult but ultimately rewarding experience. It is essential to have excellent communication skills, to be helpful to customers, to pay attention to details, to be able to find solutions to issues, and to have a strong work ethic. This journal will focus on the competencies required to work at the front desk of a hotel and will explore such competencies (Ansah et al., 2022). 
Key skills required
Communication skill: Working at the front desk of a hotel needs a range of skills, one of the most important of which is the capacity to interact fluently and efficiently with hotel visitors. Excellent verbal, writing, and interpersonal communication skills are required of hotel receptionists because of their position as the first point of contact for hotel guests (Ahmad and Scott, 2021. From my experience I have understood that the primary responsibilities of the receptionist are to make guests feel welcome, to respond to questions that guests have regarding the hotel and the services it provides, and to direct guests to the appropriate location. 
Customer service: It is required of anyone working at the front desk of a hotel to provide outstanding service to the property's visitors. It is crucial for receptionists to have the capacity to engage in pleasant and useful conversation with customers, as well as the ability to resolve any issues that clients may have. They need to have the ability to solve problems swiftly and gently for guests in order to make their stay a positive one overall (Bardi, 2021). 
Attention to detail: It is essential to pay great attention to each and every detail if one wishes to achieve success in the field of front desk hospitality. Receptionists are accountable for a variety of tasks, including but not limited to checking customers in and noting the specifics of their reservations, in addition to taking and making calls. They are accountable for ensuring that the correct information regarding guests is entered into the computer system of the hotel, for correctly programming the room keys, and for delivering accurate bills to the guests (Bardi, 2021). 
Critical Thinking ability: In order to effectively address any issues that may occur, a worker working at the front desk of a hotel needs to be capable of both analytical and creative problem solving. It is essential for front desk employees to be adaptable and flexible in order to deal with situations that may emerge, such as a guest who has misplaced their room key or is unhappy with the accommodations they have been provided. They need to be able to recognize problems, assess the severity of such problems, and implement solutions (Ekhsan et al., 2020).
Multi-Tasking: At the front desk of a hotel, I experienced that I need to be able to multitask in order to be successful. It is crucial for receptionists to provide high-quality customer service because they are also responsible for tasks such as answering the phones, checking guests in and out, accepting reservations, and responding to questions from customers. They have to be able to juggle multiple responsibilities and prioritize efficiently (Moufakkir and Alnajem, 2017). 
Capable of Working with Computers: The employees that work the front desk are expected to have a working knowledge of various computer applications, including Microsoft Office and hotel CRM systems, amongst other software. They are required to have a strong command of the reservation system used by the hotel, be able to enter information about customers and promptly retrieve their travel itineraries (Ekhsan et al., 2020).
Flexibility: Working at the front desk of a hotel requires a high level of flexibility. For consideration for the role of receptionist, candidates must demonstrate flexibility in their availability and the capacity to work nights, weekends, and holidays. They are required to be adaptable and ready to cope with a broad variety of scenarios, including those that develop as a result of revised hotel regulations and procedures (Meagher, 2017). 
From my experience I have understood that working at the front desk of a hotel necessitates a wide variety of skills, including strong verbal and written communication skills, the ability to interact professionally with guests, an eye for detail, the ability to multitask, proficiency with computers, adaptability, and a strong sales background. As a consequence of this, hotel receptionists who devote sufficient time and effort to the development of these skills are in a better position to provide excellent service to their guests (Özdemir et al., 2019). 
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Component Two:
An action plan on the scenario “It is my first day as a front desk associate and my manager has phoned in sick”.

	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 can learn about the hotel's check-in and check-out times, billing processes, available room classifications, and how to handle guests who have unique requirements by reading the paper that outlines the hotel's policies. Because of this, I will be more prepared to respond to the questions that your guests may have and to provide them with accurate information (Kim, 2021). 

	I will make a list of everything that has to be done during my shift, and then prioritize the items on the list in order from least important to most important. I will be able to better arrange my time and ensure that I will have sufficient amounts of it to complete everything if I do it this way (Ansah et al., 2022). 

	Prioritization, organization, teamwork, problem-solving, and excellent customer service are addressed in detail, along with any other skills needed for success. The plan provides a complete strategy for running the hotel.

	Instruct other members of the hotel staff, such as those working in housekeeping, maintenance, or the restaurant, to provide assistance to guests if it is required at the front desk. In the event that something unanticipated occurs at the front desk, there will be other members of the staff who are prepared to respond appropriately (Meagher, 2017). 




	I will keep my workspace clean and organized.  Also will make sure that the computer, the printer, and any other office supplies that I’ll require are operational and easily accessible. Visitors are more likely to be impressed by an office that is kept clean (Kim, 2021). 

	Do not disturb the order: In times of emergency, it is much simpler to find the necessary documents and records if they are organized. In order to ensure that all of the assignments are finished on time and correctly, I should implement the use of checklists or templates (Ahmad and Scott, 2021). 

	Following the plan's principles allows front desk agents to meet their hotel's needs. They will better understand the customer and can satisfy them according to their requirements (Ansah et al., 2022). 


	Standard Operating Procedures (SOPs): Front-desk staff should have clear SOPs for their duties. They should cover guest check-in/check-out, billing, and special requests. Make sure all personnel are trained on these standard operating procedures and that copies are readily available (Ansah et al., 2022). 

	I'll smile and introduce myself as a front desk employee to improve passenger communication. when they speak up (Özdemir et al., 2019). 

	I'll communicate with the hotel's cleaning, maintenance, and management departments to ensure visitors' comfort (Bardi, 2021). 


	The action plan lists what front desk workers can do to keep things moving smoothly. Prioritizing, organizing, and interacting with teammates can help a front desk employee run well (Moufakkir and Alnajem, 2017). 

	The management should keep a backup of the data and ensure that they can continue operating with the assistance of a backup generator or an internet connection in the event that the power goes out (Ansah et al., 2022). 


	I can avoid problems by anticipating guests' needs. I may buy a guest a cup of coffee or recommend nearby attractions if their room isn't ready yet. If a guest reports a room issue, I should instantly fix it (Moufakkir and Alnajem, 2017). 

	Take initiative when solving problems: Instead than waiting for problems to worsen, stay aware and prepared to manage them. If you expect several afternoon check-ins, make sure you have enough staff (Ansah et al., 2022). 

	The action plan gives front desk employees the tools they need to take ownership of their work, represent the hotel well to guests, and keep things operating smoothly in the manager's absence (Kim, 2021). 

	It is important that each member of the front desk personnel has access to an emergency contact list that includes the manager's mobile phone number. Direct communication can be established at once with the manager or another senior member of staff (Bardi, 2021). 



	I will maintain a positive attitude and a professional demeanour at all times, regardless of the specifics of the situation i am in. This means answering the phone with a calm demeanor and accepting clear messages, even when I am under pressure (Ekhsan et al., 2020).
	I will always keep in mind that the happiness of my guests is of the utmost importance, and make it my goal to consistently exceed their standards of hospitality by the hospitable actions that I model for them. To ensure that my visitors have a pleasant time (Ansah et al., 2022). 

	The action plan emphasizes the importance of excellent customer service to retain customers. Customer satisfaction depends on a front desk clerk's ability to foresee needs, communicate clearly, and resolve concerns before they become problems (Ekhsan et al., 2020).

	It is strongly advised that standard operating procedure (SOP) meetings be held on a regular basis in order to discuss any issues or concerns, as well as to review and reinforce SOPs. If this is put into action, every member of the team will be on the same page, and they will have an easier time working together to discover answers to difficulties (Kim, 2021). 




Component Three:
Describe the key elements that are required when considering these four elements of hotel operations:
[bookmark: _GoBack]The success of a hotel as a whole rest on its capacity to run efficiently, both for the benefit of its clients and its bottom line. Property management systems, often known as PMS, the reputation of the hotel, effective communication, and a staff that has received enough training are all essential to the accomplishment of this objective. This study will concentrate on these four aspects of hotel management and provide an overview of the fundamentals that are involved in each (Ekhsan et al., 2020).
	Element 1 – Property Management Systems (PMS)

	
Property management systems, often known as PMS, are utilized in the hotel industry to handle a variety of functions, including inventory management, guest reservations, and billing. When considering premenstrual syndrome (PMS), it is essential to keep in mind the following things:
· The property management system (PMS) responsibilities include, but are not limited to, handling guest rooms, reservations, billing, and reports.
· The property management system (PMS) ought to be able to interface with the hotel's other software, such as the register located at the front desk and the revenue management software located in the business office (Özdemir et al., 2019).
· The front-desk staff should be able to use the PMS with ease thanks to an interface that is straightforward and actions that are clearly outlined.
· Protecting guest information and avoiding fraud are top priorities for any property management system.
· The PMS vendor should reply immediately to questions and issues and give proper support.

	Element 2 – Hotel reputation

	It is essential for the success of a hotel to maintain a positive reputation because this factor influences both the number of customers who choose to stay at the establishment and the amount of money they pay to do so. While assessing a hotel's standing, it's necessary to take into account the following factors:
· Reputation management for hotels is keeping a watch on guest reviews that are placed on websites such as TripAdvisor and fixing any issues that are brought up by guests as quickly as is humanly possible (Meagher, 2017).
· Guests' contentment and the hotel's standing can be increased by focusing on delivering outstanding service, which includes responding immediately to their queries and concerns.
· Investing in employee training in areas like as customer service, dispute resolution, and other pertinent areas can lead to improvements in both the quality of service provided and the level of satisfaction experienced by customers (Meagher, 2017). 
· Developing a unique and recognizable brand identity for your company and adhering to those standards on an ongoing basis could do wonders for your company's reputation and the trust of your customers (Ansah et al., 2022). 

	Element 3 - Communication 

	It is essential for businesses in the hospitality industry to have strong communication skills to ensure smooth operations and happy customers. Conversations face-to-face with customers and colleagues, group meetings, written and electronic memos, and even phone calls are just some of the many ways information can be communicated. Open channels of communication lead to improved customer service, fewer instances of misunderstanding, and increased faith on the part of consumers. It is imperative that you have effective communication if you want your hotel to function well and fulfill the requirements of your customers. The basic components of effective communication are:
· The staff of the hotel need to be able to easily communicate with one another at all times. This is important for a variety of reasons, including the efficient transfer of information and the prompt resolution of any issues that may arise (Meagher, 2017). 
· It is possible to improve the overall quality of the stay of the guest by maintaining open lines of communication with the hotel and receiving regular updates on the availability of the various hotel services and amenities.
· Communication in a time of crisis is crucial, as it requires one to be ready for any kind of emergency by having a reliable strategy in place for alerting guests and keeping them safe.
· Those on staff who are able to communicate in more than one language are in a better position to meet the requirements of their guests and ensure that they leave feeling contented (Ansah et al., 2022). 

	Element 4 - Staffing 

	In order for a hotel to work well and to fulfil the requirements of its clientele, the employees there must be knowledgeable and welcoming. Because the degree of service that is provided to clients is closely tied to the level of professionalism and friendliness of the personnel at the hotel, it is of the utmost importance to hire and train new staff members. Finding individuals who have the required skills and expertise, conducting interviews with them, hiring them, and retaining them is all part of the staffing process (Özdemir et al., 2019). The success of a hotel is dependent on its employees, and the success of those employees is dependent on the hotel having sufficient numbers of individuals who possess the appropriate types of skills and expertise to cater to the requirements of its customers (Meagher, 2017). While developing a strategy for a workforce, it is essential to keep the following considerations in mind:
· When it comes to running a successful business, one of the most important things you can do is make sure you hire individuals who have the correct sets of skills and expertise.
· If employees obtain adequate training on issues such as hotel operations, customer service, and safety measures, they may be better prepared to carry out the responsibilities that are assigned to them (Moufakkir and Alnajem, 2017). 
· It is helpful to offer incentives to employees, such as pay hikes and rewards, in order to motivate them to perform their best work.
· Staffing levels: Ensuring that there are sufficient workers to satisfy the demands of visitors at all times, especially during peak hours, will help to enhance visitor satisfaction and cut down on wait times (Meagher, 2017). 




In conclusion, the success of a hotel's operations is dependent on a number of different elements. The most important of these aspects are the hotel's Property Management System (PMS), the hotel's reputation, the quality of the hotel's communications, and the quality of its workers. If these elements are effectively addressed, the hotel's reputation, the number of return customers, and the hotel's bottom line can all see improvements (Ansah et al., 2022). 
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