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In this modern and technologically driven workplace, it is important to have certain skills that can help an individual perform to the best of their ability. When working as a front office receptionist it is equally important to have a range of skills and various qualities rather than just greeting and welcoming the guests (Bardi, 2021). With the help of my research and my ability to reflect, I was able to find and understand that working at a hotel front desk is a dynamic job and requires a certain level of expertise and skills. As I reflect on the key skills that are essential when working at a hotel front desk, I have realised that I possess various skills such as “communication, customer service, problem-solving and organisational skills”. Nonetheless, I also know that I still have many more things to learn and understand, particularly in areas such as “emotional intelligence and effective collaboration”. Moreover, I also understand that these skills are vital for me when working at a front desk in a hotel. Additionally, these skills are necessary for not only my role as a front desk receptionist but it is also equally important for any other positions within the hospitality industry. I am also confident that with the help of these skills, I can benefit both “personally as well as professionally” and also help me develop a flourishing career in hospitality.
Communication skills are often considered to be a vital skill in any hospitality role, especially when working at the front desk. This may also include both “verbal as well as non-verbal communication skills, active listening and responding effectively to guests' requests” (Back et al., 2020). In my experience of working as a receptionist at the front desk, I have come to realise the actual importance of being a "good listener". Many reports have found that active listening also involves hearing what the guests are saying and also responding in a way that can make them feel heard. For instance, a guest may have various concerns or complaints about their room, thus in this case active listening may also involve empathising with the guest, providing them with a proper resolution to the particular issue they are facing as well as following up in order to make sure that the guests feel satisfied as well as content with their experience. Furthermore, to enhance the communication skills of an individual "Roger's Theory of Humanistic communication" can be used. It mostly emphasises the significance of creating a "positive as well as non-judgmental environment" where they can feel heard as well as understood. This theory can also be applied to further enhance communication skills in various other ways. This theory can help in listening actively to guests and also acknowledging their concerns which can in turn help front desk employees create a more welcoming as well as hospitable environment for the guests. Moreover, making use of positive as well as supportive language or tone and also providing the guests with empathy when required can help in establishing a strong relationship with guests. This can ultimately help in increasing guest satisfaction and also increase the chances of them being repeat customers. Thus, incorporating these principles of "Humanistic communication" into interactions with guests and employees working as a front desk officers can improve not only the overall guest experience but also the reputation of the hotel (Maurer and Daukantaitė, 2020).
Another critical skill that can help an individual who is working at a hotel front desk is “customer service”. It can be defined as the ability of an individual to go “above and beyond” to make the guests in the hotel feel welcomed as well as valued (Metz et al., 2020). Also, many reports have stated that a great “customer experience” can also lead to “loyalty and repeat business” and the hospitality industry's reputation also majorly depends on this factor. An employee who is working at the front desk should have exceptional customer service skills that are required and should also know how to understand and meet the needs and wants of the guests. Furthermore, they should also know how to use effective communication and also create a great personalised experience for guests. According to Araiza-Alba et al. (2021) “problem-solving” is also considered as one of the most critical skills that front desk agents should possess. This is because they are the “first point of contact” as these individuals often receive different requests, complaints as well as inquiries from guests that require a quick and easy resolution. Thus, a front desk officer or a receptionist should possess strong problem-solving skills that can in turn help in analysing the given situation confidently as well as calmly. Furthermore, this can also help in identifying the root cause of the issue and then working with guests to find a proper solution to the issue that has occurred. 
Furthermore, one should also possess various “organisational abilities” which can be extremely essential when working at the front desk of any hotel or restaurant. As front desk officers, they may have to perform several tasks at the same time such as responding to emails, answering phones, checking in/out guests, managing room availability, handling cash and payments, and resolving issues quickly and efficiently. This may also require excellent time-management skills, prioritising, focusing on detail as well as planning ahead in order to make sure that all the tasks are completed within the scheduled time. Also, it is important to have adaptability skills as this can be a vital skill when it comes to working as a front desk officer in hospitality as the sector is always changing as well as dynamic. And thus it is important for employees working at front desks to adjust to various unexpected changes and also handle the work pressure (Field, 2020). 
Thus, these skills can be extremely beneficial when working as a front desk officer at any hotel or hospitality establishment. It is important to ensure that the guests are able to receive the best of services which can ultimately enhance customer satisfaction. Therefore, with the help of these skills, individuals can further develop a flourishing as well as a successful career in the hospitality industry (Zayed et al., 2022). 
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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?”

	In this situation, it is important for me to focus on how the hotel can maintain a positive representation of guests. As a front desk manager, I will implement various measures to further make sure that the needs of the guests are met properly which can, in turn, lead to customer satisfaction as well as enhancement of the hotel's reputation. First and foremost I will make sure to prioritise effective communication between the guests and also with different departments. This may involve ensuring that the staff are approachable, knowledgeable as well as responsive to the needs of the guests. Also, I will try and be easily accessible to help the guests so they do not hesitate to ask for any assistance and further express their concerns easily. This can in turn allow the staff to respond quickly and also offer them adequate support which can ultimately enhance the guest experience. Additionally, I will also emphasise the importance of this communication factor to the staff as this can help them stay prepared for any given situation or circumstance. Moreover, it is equally important for hotels to maintain a high level of cleanliness as well as organisation. Thus, I will make sure that the hotel's housekeeping team is efficient as well as effective in their work. This can in turn help in making sure that the guests are comfortable and also feel happy during the course of their stay. This may also affect the overall impression of the hotel positively. Thus, by implementing these measures hotels can maintain a positive image, build lasting relationships with guests and also increase profitability in the “competitive hospitality industry”.

	“How will operations run smoothly throughout your shift?”

	In order to make sure that operations run smoothly throughout the shift there are various key factors which must be considered in the absence of my manager, who is unavailable due to sickness. Before I start with my duties and responsibilities I will first establish a “good rapport” with all the staff members and departments and also understand their “duties and roles” in the hotel. With the help of this process, I can identify which employees I can refer to for specific tasks or inquiries. Moreover, I will also familiarise myself with the various systems such as “check-in/out procedures, online bookings, reservations and room assignments” to further avoid delays and confusion in the process of service delivery. Moreover, I will also consider prioritising the needs and demands of the guests while also ensuring that they are able to receive a quick reply to all queries, complaints or any other issues that may occur. Also, being “friendly and courteous” while handling these issues can help leave a positive impression on the guests. Apart from these, I will also maintain the desk and make sure that the lobby area is tidy, organised as well as well-stocked with all the supplies that are necessary. This can in turn help in ensuring that all the guests feel comfortable as this can help in promoting a good first impression of the establishment. Furthermore, I will make sure that I am approachable as well as attentive to any guest “requests or inquiries”. I will do this by maintaining a friendly tone, listening attentively to their requests and also by offering relevant solutions or answers as quickly as possible. In case any complex issue or urgent inquiry arises and requires my manager's input I will use various communication channels such as phone or email to get in touch with my manager.

	“Why would you consider your plan being the most effective?”

	I believe that my plan for handling the daily operations in the absence of my manager is an effective plan as it tends to focus on various areas that can be crucial in making sure that the operation of the hotel is smooth and efficient. As mentioned above, I will first prioritise building a strong rapport with all the departments and staff members as this can help me understand suits and responsibilities and further refer to them when necessary. Thus, this can help me ensure that all the tasks are allocated in an organised manner and are also handled effectively as well as efficiently. Secondly, as mentioned I will make sure to familiarise myself with all the procedures and systems that are necessary for the delivery of efficient service such as check-in/out, room assignments to even reservations. This can help me ensure that I am well prepared and also well equipped to manage any such circumstances or situations that may occur which can ultimately help me minimise the risk of delayed service or even confusion. Furthermore, prioritising the comfort of the guests can help me in promoting a positive impression of the hotel and its services while also ensuring loyalty as well as repeat business. Additionally, by prioritising maintaining a clean, tidy as well as organised desk and lobby area, I can further promote the comfort of guests and also make sure that I leave a positive first impression of the hotel.

	“What contingency plan will you put in place to ensure a quick resolution of this scenario in the future?”

	If my plan fails somehow due to some uncertainties or unfavourable circumstances, firstly I will encourage my team members and employees to be adaptable and flexible, Apart from that I will solidify the organisational culture where my team members are open to any transformation and unexpected changes and ready to tackle all those new challenges and issues. Also, I will divide all the tasks and responsibilities among every member in order to help prevent any delays which is very normal in larger companies. Building a support network can also be highly favourable for me when it comes to handling the workforce. In order to do that, I will empower my workers to work in collaboration and will motivate every member to support one another which will help me enhance the workflow and productivity. Designing an organisational culture of cooperation can be extremely beneficial that can help me get every individual on the same page. It is common to have a desire to complete a task as quickly as possible, but one should accept that some things and task requires a lot of attention and time. Based on that, I will also learn how to be patient with my team members and offer them time to complete their tasks which will help them provide effective and quality results. 
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Component Three:
“Describe the key elements that are required when considering these four elements of hotel operations”

	
“Element 1 – Property Management Systems (PMS)”


	Hotel operations are often considered one of the most complex areas that may involve various elements that need to be managed carefully to make sure that the operations of a hotel are running efficiently (Tan et al., 2022). One such element of hotel operations is the “property management system”. The “property management system” is a critical piece of software that can in turn help hotels in managing their operations (Abukhalifeh and Pratt, 2022). This can also help ensure that the guests are provided with a seamless experience. There are various elements that are required to work on when considering the “property management system” and have been discussed in the parts that follow.
According to Abukhalifeh and Pratt (2022), one of the most critical elements of a “property management system” is the ability to handle room reservations. This can help in making sure that the guests book their rooms in advance so that the hotel can keep track of which rooms are available and which of them are not. Additionally “property management system” should also be able to handle “online reservations, walk-in bookings as well as phone reservations” as this can help ensure that the hotel is fully booked and is also generating a maximum amount of revenue. As per a study by Abukhalifeh and Pratt (2022), it has been found that another such essential elements of the "property management system" is the ability to "manage housekeeping and maintenance". The system can help in tracking the status of rooms, scheduling cleaning and maintenance and also generate work orders for staff in the maintenance department. This can in turn help in making sure that the hotel is always "clean and also well-maintained.
Thus, a "property management system" is a key element of hotel operations and can have a significant impact on a hotel's overall success. Therefore, it is important to carefully consider these elements as this can help hotels run their operations efficiently, effectively and ultimately become more profitable.

	
“Element 2 – Hotel Reputation”


	In the hospitality industry, the reputation of an establishment is very important as the hotel's reputation can either help the business succeed or fail miserably (Mohammad and Tabaeeian, 2022). In most cases, a hotel’s reputation is defined by the “perception and opinion” of visitors as well as the reviews left by them both “online and offline”. 
There are a few elements that are important when considering a hotel's reputation. Firstly, it is extremely important for hotels to provide high-quality service to their guests. In most cases, guests expect "proper service" from a hotel and often hotels that are able to provide exceptional service are more likely to leave a positive impression on guests (Moon et al., 2022). It is also important for hotel staff to treat guests with kindness, empathy as well as respect as this can help ensure that their needs and wants are met. This can furthermore help in providing better and more personalised experiences that can ultimately help in creating a long-lasting impact on the hotel's reputation. Additionally, the quality of various "amenities and facilities" are also another important factors that must be considered. It can be extremely beneficial for the hotel to invest in superior quality amenities such as "comfortable beds, modern furnishings, fast and reliable Wi-Fi, high-quality toiletries and many more" (Moon et al., 2022). Furthermore, various fitness facilities, relaxing spa services as well as restaurants that provide delicious cuisines can also significantly help in enhancing the hotel’s reputation.
Thus, hotels must strive to offer “superior quality service, amenities as well as cleanliness” in order to ensure that the reputation of the hotel remains strong (Mohammad and Tabaeeian, 2022). Therefore, taking these steps can help hotels to position themselves well and also retain repeat guests and further attract new ones.

	
“Element 3 – Communication” 


	Effective communication is also an important factor when it comes to successful business operations as this can help in understanding the business operations clearly which can in turn help in running the business operations successfully (Bernard et al., 2023). The various elements that are required in maintaining effective communication have been discussed in the parts that follow. 
Hotel staff needs to be able to communicate the basic information to guests effectively whether it is providing directions or resolving any queries guests may have (Rabiul et al., 2023). Furthermore, staff should also be equipped with these skills as this can help them listen to feedback and concerns of the guests with “attention and respect” while also being able to respond as quickly as possible (Bernard et al., 2023). Furthermore, the right choice of the communication channel can also be crucial as this can help in ensuring "clear and concise communication". Moreover, hotel staff also need to be trained from time to time as this can help them communicate well with guests and also among each other which can help them coordinate well. This may involve both "verbal as well as non-verbal communication" such as using "active listening, appropriate body language and tone of voice". Thus, effective communication can be extremely vital when working in teams and also when handling various situations that may be challenging (Rabiul et al., 2023).
Thus, communication can also be one of the crucial elements that can help define the success of any hotel operation. Therefore, implementing these key elements can help hotels ensure “smooth as well as effective communication” as this can help provide great guest experiences.

	
“Element 4 – Staffing” 


	When considering hotel operations. staffing is a vital element as this can also help in defining the success of any hospitality establishment (Nikolskaya et al., 2022). The key elements that are essential to make sure that the hotel has effective staffing are varied as well as critical and have been discussed in the parts that follow. 
It is a must for a hotel or any hospitality establishment to have adequate staffing services for all positions within the hotel. This may include hiring the appropriate number of staff, that include managers, housekeepers, front desk agents, chefs as well as other support staff as this can help in handling the demands of the hotel guests (Fakhriddinovich and Khalimovich, 2022). Also, hospitality establishments need to provide the staff with adequate "training and development" as this can help in ensuring that all the employees have the "knowledge and skills" required to perform their duties competently as well as efficiently. Additionally, with the help of proper and high levels of staff engagement hotels can further maintain "staff morale" and also foster a positive workplace culture (Fakhriddinovich and Khalimovich, 2022).
Thus, a well-managed and appropriately staffed hotel can help in providing better customer satisfaction, loyalty as well as revenue. Therefore, to achieve these benefits hotel management needs to invest heavily in various procedures such as "recruiting, training as well as developing employees" while also prioritising employee engagement (Nikolskaya et al., 2022).
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