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Component One:
What are the key skills required to work at the hotel's front desk? 
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	Introduction
Working at the front desk of a hotel is an exciting and rewarding job. It offers a unique opportunity to interact with guests from all over the world. It is a great way to learn about different cultures and people. As the face of the hotel, the front desk staff must be friendly, efficient and knowledgeable. They are responsible for welcoming guests, checking them in and out, handling reservations and providing information about the hotel's services and amenities. They must be able to handle multiple tasks at once and remain calm under pressure. Front desk staff also handle complaints and problems, ensuring that all guests have a positive experience. Working at the front desk of a hotel is a challenging and rewarding job that provides a chance to make a lasting impression on guests.
Component One:
Front desk agents are an integral part of the hospitality industry as they are the first and last contact for hotel guests. Effective front desk agents must be personable, organized, and highly knowledgeable about their hotel's policies and procedures. Below are some of the key skills required to work at the hotel's front desk:
1. Customer Service: Employees working the front desk need to be capable of providing the highest possible quality of customer service in order to put guests at ease and ensure that they have a pleasant experience during their stay. They should be able to keep a level head in high-pressure situations, have a positive attitude, be able to communicate well with others and be willing to go the extra mile to assist clients (Chikwendu, 2012).
2. Multi-Tasking: Employees at the front desk, which is often the busiest part of the hotel, are required to be able to multitask in an efficient manner because this is the busiest sector of the hotel. They should be able to handle a variety of responsibilities and demands in a timely manner and be capable of multitasking in order to ensure that guests are taken care of in a timely manner (Perry, 2014). This is done to ensure that the guests are happy with their experience.
3. Organization: Front desk employees need to have excellent organizational skills in order to fulfil all of the guests' demands in an appropriate manner and to save all of the relevant information in a secure location. They should be capable of accurately capturing guest information, developing and maintaining guest profiles, and keeping the hotel's records up to date (Turay, 2016).
4. Problem-Solving: The ability to think quickly on one's feet and problem-solve effectively is essential for front desk representatives. They should be able to recognize potentially problematic situations and locate solutions in a timely and efficient manner (Kasper, 2017).
5. Computer and Technology Skills: Because the great majority of guest records are now kept electronically, workers at the front desks are expected to have a functional knowledge of computers, databases, and hotel management systems (Siegel, 2015). In addition to this, they should be familiar with the computer systems that are used by the hotel and be able to make efficient use of the systems that are available to them.
6. Cash Handling: Those who work at the front desk are expected to be able to manage monetary transactions in a manner that is both accurate and secure. They should be able to process payments, keep track of the balance in the cash drawer, and ensure that all financial transactions are carried out in a secure and precise manner.
7. Knowledgeable: In order to provide guests with the information they seek, employees at the front desk need to have a complete understanding not just of the policies and procedures of the hotel, but also of the neighbourhood in which the hotel is located.
8. Excellent Communication Skills: The individuals working the front desk need to have strong communication skills, both verbal and written. They have to be able to articulate and explain the policies and procedures of the hotel, respond to questions from guests, and solve any problems that may crop up (McKenna, 2020). They need to be able to effectively communicate with other members of the staff, such as those in charge of housekeeping and maintenance, in order to ensure that the needs of the customers are met.
In general, in order to perform effectively at the hotel's front desk, front desk agents need to possess a wide variety of talents. They need to be able to think quickly on their feet, provide good customer service, multitask effectively, keep organized, and have extensive knowledge of the hotel as well as the surrounding community.
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Component Two:
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?


	Greet guests with a friendly and professional attitude.

	Ensure all staff are informed and aware of their duties for the day.
	This plan is the most effective as it covers all the necessary aspects of running the hotel in the absence of the manager.
	Ensure that all staff are aware of the protocol and procedure to follow in the absence of the hotel manager.

	Provide guests with information regarding hotel services and amenities (Chen And Kim, 2018).

	Check with the hotel manager to ensure all tasks and operations are up-to-date.
	The plan includes both operational and customer service elements, which are essential to ensure the smooth running of the hotel.
	Ensure that there is always a designated person in charge in the event that the hotel manager is not available.

	Offer to assist guests with any queries or requests they may have.

	Ensure all staff are aware of any changes or updates in the hotel.
	The plan also covers all important aspects of the hotel, such as safety and security, which are crucial to providing a high level of service.
	Ensure there is a detailed plan and procedure for each department, which can be easily accessed by staff.

	Ensure guests are checked-in and out in a timely and efficient manner.
	Ensure all paperwork and documents are completed in a timely and accurate manner.
	Furthermore, the plan ensures that all paperwork and documents are completed in a timely and accurate manner, which is important to avoid any confusion or delays.
	Provide regular training and refresher courses to staff on the important aspects of the hotel.

	Provide guests with directions and information about the local area.
	Ensure all equipment is in working order and any faults are reported to the hotel manager.
	The plan also ensures that all staff are informed of their duties and any changes or updates, which will help to ensure that operations run smoothly throughout the shift.
	Encourage staff to communicate any concerns or queries they may have, in order to ensure all issues are addressed in a timely manner.

	Ensure the front desk is adequately stocked with supplies such as stationery and brochures.
	Carry out regular checks on the hotel premises to ensure it is safe and secure.
	
	Ensure all staff are aware of their roles and responsibilities and how to handle any situations that may arise.

	Provide guests with a copy of their reservation and payment details.
	Ensure all guests are provided with a high level of service.
	
	Implement a system for monitoring and tracking any issues or queries, so that they can be quickly addressed and resolved.

	Maintain a clean and organized front desk area, as this creates a welcoming atmosphere for guests.
	Monitor and respond to any queries or complaints from guests in a timely and appropriate manner
	
	





Component Three:
Describe the key elements that are required when considering these four elements of hotel operations:
	
Element 1 – Property Management Systems (PMS)


	[bookmark: _Hlk126611613]
Property management systems, often known as PMS, are comprised of a collection of tools and software that are utilized in the management of the day-to-day operations of hotels. The PMS can assist hotels with their booking procedures, providing better customer service, and managing their finances more effectively. The property management system (PMS) is an important tool for hotels, as it may assist these establishments to save time and money, as well as improve client satisfaction and loyalty (Kopacz, 2020).
PMS systems are created to assist hotels in managing their reservations, the check-in and check-out processes for guests, the prices and availability of available rooms, and other areas of hotel operations. Hotels may improve their inventory management, customer service, and financial reporting with the help of PMS systems. The management of guest profiles and preferences, as well as the tracking of customer loyalty programs, are also functions that can be performed by PMS (Kim And Kim, 2015).
The majority of the time, PMS software is straightforward to operate and can be accessed from any location. Integration with other software, including accounting systems and customer relationship management (CRM) software, is another feature of PMS that can be utilized. Through the simplification of operations and elimination of manual labour, hotels may realize time and financial savings as a result of this integration. The integration of the property management system (PMS) with other systems can also help hotels create a better experience for their guests by ensuring that all information is kept current.


	
Element 2 – Hotel Reputation


	When looking into hotel operations, one key thing to take into consideration is the hotel's reputation. The reputation of a hotel can be established based on many different aspects, including reviews written by customers, ratings, accolades, and attention in the media. The reputation of a hotel can have a significant bearing on its capacity to bring in new clients and keep the ones it already has.
Hotels have a responsibility to work hard to uphold a positive reputation and should constantly explore new ways to further enhance that reputation. This can be accomplished by putting an emphasis on offering excellent service to guests and making sure they have a memorable stay. Hotels should also evaluate their internet presence and actively communicate with clients via online channels in order to guarantee that they are providing a great experience for their guests (Mihalic, 2019).
It is also important for hotels to take the initiative to reply to customer comments and reviews, whether they are positive or bad. This can assist hotels in determining where they need to make improvements, as well as in ensuring that their guests are pleased with the level of service they are receiving. In addition, hotels should think about the possibility of using social media to engage with consumers and form relationships, both of which can contribute to the establishment of a favourable reputation (Rifflart And Petit, 2018).



	
Element 3 - Communication 


	The successful functioning of a hotel depends heavily on effective communication because it is the only way to ensure that all of its departments and employees are on the same page. A hotel's ability to simplify its operations and ensure that all of its staff are performing at their highest level is directly correlated to the hotel's capacity for effective communication (Alkahtani, 2020).
Hotels ought to have a well-defined strategy for how to interact with both their employees and their patrons. This strategy ought to contain the means through which to interact with workers and consumers, as well as the appropriate times and channels for doing so. In addition, hotels should examine how to effectively communicate in times of crisis and make certain that their entire team is aware of and up-to-date on the most recent information (Fournier, 2014).
In addition, hotels should investigate the availability of various communication technologies, such as messaging applications and other software, which can facilitate the streamlining of staff-to-customer contact. These solutions can help hotels save time and money while also enhancing their ability to provide better service to their guests. 


	
Element 4 - Staffing 


	The hotel's operations depend heavily on its staff, so the quality of those employees has a direct bearing on the business's overall performance. Hotels have a responsibility to ensure that they have the appropriate people in place in order to ensure that all of their departments operate efficiently (Gibson, 2020).
The hotel industry should have a well-defined strategy on how to hire and keep employees. This plan ought to include information regarding how to market job positions, how to conduct interviews, and how to evaluate possible candidates. In addition, hotels should think about how they may offer their employees opportunities for training and professional development to guarantee that their employees are always up-to-date on the most recent fashions and technologies.
Hotels should also think about ways to encourage their workers and make certain that they are involved in their work to the fullest extent possible. This can be accomplished through the provision of incentives and prizes, as well as by the provision of recognition and gratitude to members of the staff (Walsh, 2020).
Conclusion
In conclusion, the most important aspects of running a hotel are the property management systems, the reputation of the hotel, communication, and the employees. Property management systems are very necessary in order to facilitate the streamlining and automation of a significant number of the administrative and operational responsibilities that are involved in the management of a hotel. The standard of the hotel's services and amenities, as well as the manner in which it is advertised and presented to customers, are the primary factors that contribute to its reputation. When it comes to organizing activities, responding to requests and complaints, and resolving any difficulties that may crop up, communication is absolutely necessary. Last but not least, having enough employees is critical in order for the hotel to be able to deliver the highest possible level of service to its visitors. A hotel can ensure that it is able to deliver the highest possible level of service to its visitors and continue to be successful in the hospitality business by taking into consideration and adopting these characteristics.
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