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[bookmark: _GoBack]Employees who work at the front desk of a hotel require having some specific skills to manage their job role and responsibilities. An employee from the hotel front desk plays a vital role in creating a first impression in front of guests, improving customer satisfaction and developing a positive reputation and image for the hotel. They have to fulfil various responsibilities, including performing all check-ins and check-outs, managing customer interactions, informing customers regarding payment systems, solving customer issues, and other different tasks. Learning and having key skills to manage a hotel front desk is very important in the hospitality industry as it can allow candidates to meet the requirements for this job position and show them on their resumes to increase their chances of getting the job. The followings are the main skills needed to work at the front desk of a hotel.
Communication skills: Hotel front desk staff require to develop effective communication skills as it can allow them to properly develop conversations with guests in person as well as over phone calls. Moreover, communication skills can help them to address the needs and issues associated with guests (Edghiem and Mouzughi, 2018). Hotel receptionists moreover apply this skill to discuss issues with other team members and recognise areas of modifications and improvements.
Technical skills: Another important skill that hotel front desk staff require to have technical skills. They utilise technical skills to conduct work on computers. They must know to use some specific processing systems and software which manage transactions between the hotel and customers. Moreover, with the help of effective technical skills, hotel front desk staff can keep precise customer records in their system. Though hotels provide on-the-job training on technical skills, candidates need to have basic knowledge regarding these skills (Shin, Perdue and Kang, 2019).
Problem-solving skills: Individuals who pursue a job at the hotel front desk require effective problem-solving abilities that can aid them in providing guests with positive experiences. With the help of good problem-solving skills, they can solve issues, such as damaged key cards, food allergies, inappropriate room charges, and other unpredicted emergencies which may occur with guests. These skills will allow hotel front desk staff to identify any kind of problem associated with guests, plan a proper response, and apply a suitable solution without getting nervous. 
Organisation skills: People working at the hotel front desk must have good organisation skills which can aid them conduct various tasks for the job role. For instance, hotel front desk staff have to greet guests, answer phone calls, work on computers, respond to managers, solve problems and do other activities. With the help of effective organisation skills, they can be able to have effective customer interactions along with completing their other vital tasks. 
Teamwork skills: Front desk employees of a hotel sometimes have to work collaboratively with other members of the hotel. Effective teamwork skills, in this case, allow front desk staff to collaborate with their managers and colleagues. For instance, to discuss customer-related problems, plan the next meetings, complete a deadline, and other, often they have to work as a team. In such situations, utilising teamwork skills can help them effectively work within a team without creating problems for other team members and achieve team goals (Solnet et al., 2015).
I will be able to utilise my theoretical knowledge whilst working in the hospitality industry by considering the following ways.
Knowing and assessing my own skills: To apply theoretical knowledge while working, I need to identify and assess my skills and match them with the current skill sets requirements in the hospitality industry. This will help me to effectively apply my existing skills during the work and further improve vital ones (Finette, 2019).
Accepting challenges: I have learned that hotel jobs, like front desk executives associated with various challenges, like deadlines, customer complaints, and others. To effectively work in this job role, I need to accept difficulties, practice deadlines, and boost my adaptability skills.
Understanding regarding job roles: Though while starting a job role on-the-job training is provided, I can apply my existing knowledge about the job role to gain a proper understanding of my responsibilities. This theoretical knowledge will help me to perform my tasks with proper understanding and reduce the chances of mistakes.
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Component Two:
Contribution to Overall Module Assessment: 25%
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?


	It is very important to focus on each of the requirements of guests to please them. Therefore, on the day of check-in, I will call the guest to provide them with the hotel directly, and ask about their special requirements, and others so that they feel free to effectively check in .

	I will create a clear vision for the day and prioritise and organise my tasks so that I can conduct my tasks effectively throughout my shift.
	My plan is the most effective as I would set a vision before making the plan and organise all of my tasks.
	In future, I will note down all my queries and ask my basic job functions to my manager to be prepared for such a situation.

	I will put the guests in an excellent mood by welcoming them on their arrival and trying to develop a good conversation with them.
	Throughout my shift, I will try to use my communication skills so that I can understand customer requirements and issues.
	My plan is considered the most effective as it focuses on the key aspect of the hospitality industry which is customer satisfaction.
	In such situations, further, I will develop effective conversations with customers so that I can gain an understanding of their requirements, expectations, and issues.

	I will focus on post-stay communication to ensure that guests are satisfied.

	Throughout my shift, I will make some phone calls to ensure guests who took the hotel services are satisfied. Moreover, I will ask guests during their check-outs whether they have any complaints or not. 
	I can consider this plan effective as it will help to address any kind of customer complaint and further improve the company’s hospitality services .
	In future, I will ask my manager to provide me with feedback forms and will provide them to guests during their check-outs to get their valuable feedback.

	To make sure that the hotel is represented effectively to guests, I will answer all incoming calls. 

	I will note down all the information obtained from the incoming calls and keep their records in the system .
	This plan is effective as it will help address all customer-related queries and their requirements.
	In future, I will practice my active listening, problem-solving, and interpersonal skills to solve any kind of customer query. 



Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format - Describe the key elements that are required when considering these four elements of hotel operations:

	
Element 1 – Property Management Systems (PMS)


	A hotel PMS (property management system) has multiple number of elements that give a variety of features and functionalities. Room reservations, housekeeping, front desk operations, revenue management, customer relationship management (CRM), back-office administration, and financial management are among the components. The module in charge of monitoring room inventory and dates, collecting payments, and delivering confirmation emails to guests is the hotel reservations module (Romashko, 2022a). Housekeeping assists managers in creating task lists for housekeeping personnel. Front desk operation combines all of the functions that front desk personnel may require. Revenue management assists hotels in maintaining an appropriate level of occupancy throughout the year by automatically changing pricing based on a variety of parameters. The CRM module gathers guest information, assesses customer satisfaction, and administers marketing and loyalty programmes. The back-office management module assists back-office and administrative employees with human resources, hotel expenditure, inventory, and sales operations. The financial management module automates hotel transactions, prepares bills, and saves financial data in a user-friendly database(Romashko, 2022b)

	
Element 2 – Hotel reputation


	Management of hotel reputation refers to influence and monitor the ways a hotel is apparent online. The key fundamentals associated with this element of hotel operations include posting efficient content and engaging target customers, tracking review sites, optimising the hotel's site for search, and others. Along with that, the positive and safe environment of the hotel is vital to manage the reputation of the hotel in the hospitality industry. The majority of hotel reservations are made online using information acquired on the internet, particularly reviews. As negative customer perceptions can have a major impact on hotel revenue, hotels have included "client opinion" in their pricing strategy. A rise in a hotel's Global Review Index (GRI) might result in more income and reservations. A hotel's reputation is made up of various components, all of which must be managed online. Hoteliers can benefit from encouraging customers to submit favourable reviews on websites (Perez-Aranda, Vallespín and Molinillo, 2019) . This can be done at the time of check-out or by automated emails that include links to the hotel's internet profile. It's also worth noting that reviews may be submitted on a hotel's social media page, where guests can even contribute images. Hotels should check for fresh online reviews on a frequent basis, and experts recommend employing an internet-monitoring programme to generate reports of all mentions of a hotel in community portals, forums, blogs, and article comments. The application enables users to respond to references and gives a comprehensive analysis of all remarks, attitudes, and growing influences (Alrawadieh and Dincer, 2019). Responding to comments, particularly negative ones, is critical for maintaining an online reputation. Aggressive answers, on the other hand, are not suggested because they can turn off potential clients. Individualised responses, not templates, should be used. Analysing visitor comments can assist in producing a ranking that future clients seek. Investing in goods such as bathrobes based on visitor input can boost reputation and, as a result, income and occupancy (Perez-Aranda, Vallespín and Molinillo, 2019a).

	
Element 3 - Communication 


	Communication is a vital component of hotel operations as it allows the company to effectively address customer needs and issues. While considering this element, it is essential to focus on mainly verbal communication. As hotel front desk employees have to develop effective conversations with guests to understand their preferences. Hotel management's primary goal is to keep guests satisfied by delivering a flawless customer experience from booking through check-out, including polite reception and ongoing support if needed. Effective communication skills are essential for this because the success of a business is dependent on offering excellent customer service. Hospitality employees must effectively communicate with customers from a variety of backgrounds, as well as understand their needs and provide the required information and support (Sayin, 2019). Furthermore, clear and concise directions are required because guests are frequently unfamiliar with the place they are visiting. As a result, in today's globalised world, businesses demand personnel with strong communication skills, including digital and non-verbal communication, in order to effectively deal with clients and consumers from all backgrounds. Hotels must offer a simple and quick booking procedure, smooth check-in and check-out, courteous and helpful reception, and consistent support throughout the guests' stay to keep guests happy. To keep hotel customers satisfied, it is critical to practise active listening, clear and concise communication, maintaining an open mind, being respectful, and being patient while addressing disagreements (Sayin, 2019a). Active listening is a vital element of effective communication as it can help hotel employees carefully listen to guests and provide them with adequate services based on their preferences.

	
Element 4 - Staffing 


	Staffing is a critical management function that entails employing, motivating, and retaining the finest people to help an organisation achieve its goals. Every manager is responsible for hiring and retaining the proper employees. Staffing is crucial for a variety of reasons, including control, effective human resource utilisation, long-term ramifications, efficiency, motivation, and support for other operations. Effective personnel are essential for accomplishing organisational goals. Subordinate managers are recruited, selected, trained, developed, promoted, and retired (Olimovich et al., 2020). Staffing assists in forecasting and balancing the demand for and supply of suitable individuals, maximising productivity and job satisfaction, training and developing employees, providing a safe work environment, and lowering personnel expenses. Staffing has a significant impact on human resource strategy, efficiency, and effectiveness. Staffing is critical for maximising employee output. Management must anticipate workforce requirements and train and develop current employees. Effective staffing enhances employee morale and demonstrates the organization's value to them. The human aspect can help you make the best use of the latest technology, capital, and materials. By completing the staffing function, management can hire the proper individual (Olimovich et al., 2020a).
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