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	Front desk skills are a set of skills which are used by individuals in an office or providing service to customers. There are several skills which are required to work at the front desk of a hotel such as interpersonal communication, written communication, active listening, foreign language, attention to detail, scheduling, stress management, problem-solving, customer service and flexibility, knowledge of computer, phone etiquette and teamwork (Indeed, 2020a). Front desk workers have to communicate with everyone in the hotels and have served the customers so interpersonal skill is most important. 
The front desk workers have to communicate with upper management, co-workers, customers and business clients. Therefore, interpersonal skill is mostly needed. While working as a front desk worker in the retail industry, I had to communicate with seniors, co-workers and clients effectively. In the hospitality industry, interpersonal communication is most important as excellent interpersonal communication can enhance the experience of guests as this shows that the front desk workers are listening to them, valuing their feedback and conveying a clear message. In addition, excellent interpersonal skills can increase customer loyalty and support a hotel to become more successful (Indeed, 2020b). The front desk workers must have strong written communication skills. When I was a front desk worker in the retail industry, I have to communicate with clients through emails, therefore it can be stated that a front desk worker must have strong written communication skills with proper spelling, tone language and grammar. In addition, the manager instructs the front desk employees for composing emails to the business partners and outlining meeting dates and upcoming events of business. In the hospitality industry, written communication skill is also needed as this will support a hotel to create goodwill for their business which is beneficial for them (Ahmed, 2019). 
Active Listening is another essential skill of front desk workers as front desk workers have to communicate with the clients and have to listen to their needs carefully. Apart from this, the front desk workers have to interact with company personnel every day. While working as a front desk worker I had to communicate with company personnel and clients and I had to listen to them actively so that they can feel respected. From my personal experience, it can be stated that active listening skill is an effective skill for front desk workers. Active listening skill is key to the success of the hospitality industry. If this industry provides attention to its customers, it will be able to understand the need of its customers and then the industry can take possible steps to solve any problem of its customers (Xiao et al., 2020). Moreover, with excellent active listening skills, a front desk worker will be able to help the guests and feel valued when they address a complaint. 
Foreign language is another effective skill of front desk workers. While working in the retail industry, I had to communicate with some foreign customers and business people. Therefore, it can be stated that foreign language skill is also needed for a front desk worker. In the hospitality industry, a front desk worker has to serve foreign clients. If foreign clients get service in their language, they will be loyal to the business. From this analysis, it can be stated that in the hospitality industry, a foreign language is also needed for the betterment of the business. 
In this modern and technological era, every people must have knowledge of computers and as a front desk worker, computer literacy is mostly needed. All the collected data are stored in a computer and the front desk worker has to know this perfectly for completing their job effectively. While working in the fashion retail industry, I had to manage all the data related to customers and business partners on computers. Therefore, it can be mentioned that a front desk worker must have knowledge of computers. 
With the support of computer knowledge, front desk workers in the hospitality industry will be able to keep track of the reservation, bills, special events, meeting and room assignments of clients which will provide benefits to the business (Purwanto, 2020). In addition, phone etiquette is another essential skill for front desk workers as they have to communicate with customers and business clients over the phone. While working in the retail industry, I communicated with customers and business clients over the phone. Then, it can be stated that phone etiquette is also essential for front desk workers. In the hospitality industry, people mainly communicate in hotels by phone, therefore, this is one of the most important skills of front desk workers in the hospitality industry. 
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[bookmark: _Toc129387921]Component 2:

	[bookmark: _Hlk127339608]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?

	Welcoming guests upon their arrival is one of the foremost responsibilities of a front desk associate and it also serves to create their first impression of the hotel (Workable, 2023). As such, it is important to ensure that this first impression is always positive.  
To ensure that I am able to accomplish this I plan to stick to the basics of communication and presentation. This includes establishing and keeping eye contact with the guests so as to make them feel recognised; dressing neatly which allows to gives rise to a sense of professionality; asking questions to connect with the guests quickly; smiling to make them feel comfortable; and offering to help any guest who looks lost.  
	While this is one of the responsibilities that come with the role of a front desk employee, other staff in the hotel can help with this aspect. For instance, all staff like the concierge or housekeeping look presentable as they are likely to come in contact with the guests, which is something that needs to be ensured during this shift. The other staff can also enhance the overall experience of the guests by establishing cordial communication with the guests. 
	A study by Högnäs (2015), goes to show how the first impression during the check-in process at hotels affects the customer’s opinion of the hotel itself. The results show that when the first impression is good, customers are most likely to leave the hotel satisfied, whereas a bad first impression although not irrecoverable, is difficult. This serves to show how important the value of the first interaction with guests at a hotel is. All this goes on to show that this plan can be effective in representing the hotel in a positive light. 
	Regarding similar situations in the future, it would be beneficial to have workshops for front office staff to learn effective practices in communication and dressing to create a good first impression. Furthermore, a presentable and good-looking reception area would help in achieving this prospect. 

	Ensuring, attentive and responsive service- In regard to ensuring good representation of the hotel to guests, meeting guest expectations is tantamount. To this end, attentive and responsive service is crucial (Hoydysh, 2019). 
With the front office manager absent due to sickness, the onus falls on the staff to ensure that all the functions and operations that fall within the responsibilities of the front office are managed smoothly. As a front desk associate, greeting and welcoming guests, receiving and delivering requests from guests, receiving calls, emails, and packages and directing them as needed, and coordinating front office activities are some of my responsibilities (Tewari, 2009). In light of this, the first customer impressions about the hotel arise from the front desk's interactions with them. As such, being attentive and responsive to guest interactions is one of the fundamental means to ensure a good representation of the hotel.  
	To ensure that this plan is successful, there needs to be good communication on my part in order to collaborate effectively between other staff and departments connected with the front desk. However, I would need to have good leadership skills to have others listen and follow instructions in the absence of the manager. 
Proper delegation of tasks is the key to fast and efficient work. To this end, if I can quickly pick up on the duties and responsibilities of the different staff, directing them as per the requests would become easier (Bardi, 2021). 
For instance, liaising with the housekeeping staff to keep the rooms clean and furnished before check-ins and after check-outs or making timely reservations.
	Most of the time ensuring the fulfilment of the basic guest expectations such as quick responses and attention to guests' needs and requests is all it takes to ensure that they are satisfied with the service provided. Today, guests care about their interactions with hotel staff and want to feel valued and genuinely appreciated by the hotels they visit (Hoydysh, 2019). 
Being responsive to guests’ enquiries and requests will create the impression that the hotel and its employees care about them and their issues. To this end, the mentioned plan is likely to help very much as it will streamline the staff’s workload to allow them to respond in time. 
	In case a similar situation occurs in the future, a good backup plan would be to have a dedicated interim manager would be a good solution as the staff are more likely to follow someone with an official role. Another potential solution would be to have in place a staff work scheme in contingency situations where the manager is not available, which the staff would have to follow to ensure satisfactory operations. 

	Time management is an important aspect of front office work given the heavy workload that the front desk handles. As such scheduling of tasks is something that has to be done in the absence of the manager. 
	In this context, the first job on the list would be to set up a short meeting with all the operational departments and schedule daily tasks in such a manner that if new directives come their way, they are free to respond without leaving one task partially completed. Teamwork is essential to be able to accomplish this plan, as otherwise, it would be impossible to come up with a schedule that gets everybody's approval. For instance, the coordination between the front desk and the kitchen is important to direct room-service orders and handling timely delivery.
Organising my work is important to enabling proper handling of tasks and responsibilities.  As such, noting down my tasks and directions according to priority can help when communicating the directives to the other staff so that all the work can be completed on time.

	Time management would help keep the functions of the hotel in order so that everything from the kitchen to the pool work in perfect order and the guests do not experience any problems. Especially, the 
Holding a meeting would allow everyone to get a voice or come up with solutions of their own. More importantly, each staff would be more aware of their responsibilities if the weight of the situation is properly communicated to them. This would serve to help complete all responsibilities in time and help guests have a smooth experience of their stay. 

	Anticipating similar situations in the future, a good practice would be holding workshops every month, which would allow the front desk staff and other departments to practice their teamwork and collaboration which in turn, would help hone their ability to work more efficiently in tandem even in the absence of a manager to supervise their work. 


	In order to exceed guest expectations, one of the best ways is through personalisation. As such, the personalisation of guests' experience is something that I can look into, to enhance their experience and better represent the hotel. This could include, for instance, upselling additional services and facilities provided by the hotel, when appropriate.


	As a front desk associate, I have potentially the most interactions with guests at the hotel. From welcoming guests and check-ins and check-outs to room service requests. As such, the prospect of offering personalised services when needed falls to me. Interacting with guests can help me identify their needs from several clues, such as appearances, body language, or even hints dropped from their communications. 
	According to studies, 75% of customers are more likely to buy from brands that recommend services based on previous purchases and from their purchase history or address them by their name. Also, more than three-quarters of customers have been found to pay more or recommend a brand that provides personalised service (Benbria Corporation, 2017)). Nowadays, tourists often look for novel experiences, and as such hotels should look to meet their unique expectations which will allow them to enhance the guest experience. Thereby, taking this approach is sure to prove effective in representing the hotel in a positive light to the customers. 
	In case, investing in AI and machine learning technology would allow the hotel to better understand their guests by analysing the data available from the search history or interactions with the hotel. This would help me and the other service functions at the hotel to be more in tune with the needs of each guest. 

	Another crucial aspect that can be looked into at this point in time, is to assure guests of safety and quality. In light of the recent COVID-19 pandemic, hygiene and cleanliness is something that guests care about a lot. To this end, using welcome letters or brochures with words from the hotel's general manager assuring them of the hotel's commitment to providing the best quality, safety, and cleanliness. Ensuring that the hotels are clean and the guests know that their rooms are being kept clean serves to reduce anxiety and any scepticism or provide accessible hand sanitisers at various areas in the hotel. 


	To enable this, efficient communication and collaboration between the front desk and the housekeeping staff are required. In this case, using technology to alert housekeeping staff on different whenever guests are about to check into a room will allow them to inspect and clean the rooms before personally handing over the room to the guests which would allow them to see the hotel's efforts in keeping their facilities clean and hygienic. Furthermore, ensuring that I, other front desk staff, and the other employees who remain in full view of the guests to follow personal hygiene and practice social distancing measures which can alleviate customers' fear of health issues. 

	A research commissioned by P&G Professional revealed 78% of hotel guests believe cleanliness is an important factor that affects their choice of accommodation, while particularly dirty bedsheets, bathrooms, or smelly rooms were considered by 71%, 69%, and 65% of guests in the study as factors to leave negative judgements (Institute of Hospitality, 2019). Also, according to Sembiring et al (2021), is also personal hygiene is an indicator of an employee's attention to others' health and safety. In light of these findings, it is evident that sticking to this plan would be effective in helping the hotel leave a positive opinion on the guest’s minds. 
	For future contingencies, the hotel would do well to think of updating cleanliness protocols which will show guests that the hotel takes care of their health and safety. Providing staff training and keeping them updated with the new protocols is key to ensuring that all staff follow the hotel's cleanliness plans. This can be accomplished through training videos and workshops as well as communicating the latest regulations through weekly internal emails or newsletters. 
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	[bookmark: _Hlk127358911]Element 1 – Property Management Systems (PMS) 

	A property management system (PMS) is a software application for operating commercial residential rental properties and hospitality accommodations. Apart from this, PMS is also used in manufacturing, local government and the manufacturing industry (TechTarget, 2022). A property management system is sometimes referred to as a hotel operating system. In the hospitality industry, the property management system is one of the essential parts. The travelling of customers begins by choosing the destination and selecting hotels for staying. The PMS provides benefits to the hotels to provide better experiences to the customers. In the hospitality industry, PMS provides several benefits which will discuss below. 
· Easy check-in and check-out in hotels
With the effectiveness of PMS in the hospitality industry, the organisation can be able to check their guests in, assign rooms and provides them service with the support of internet connections (Oracle, 2022). In a nutshell, it can be stated that a hotel can be able to provide service to their customers at anytime and anywhere by using a mobile-enabled cloud-based hotel PMS. 
· Mobile housekeeping
The efficiency of housekeeping can also be increased with the support of instant updates on the mobile devices of housekeeping after checking out customers. In addition, housekeepers will be able to clean rooms as they will get instant updates. Greater flexibility will be implemented with the management of rooms and develop the response time of room-service tasks. Moreover, the need for room maintenance can be identified and managed and keep the rooms clean and in perfect condition which will make customers happy and satisfied. 
· Integrated back office systems of hotels
With the help of PMS, the finance and operation process can be connected to accounts payable, hotel industry applications, property infrastructure devices, payment gateway and so on (Solomon, 2018). In addition, the PMS will ensure accurate guest folios for more accurate billing faster. 
· Effective distribution of hotels
The ADR and room occupancy can be increased through real-time availability and rate management through the distribution channel. This will make the customers happy and satisfied with the hospitality industry as they will gather knowledge about real-time availability and rate. In addition, the sales also increased through direct booking on the brand website. 
· Guest data
The collected data of customers can be centralised and secured through PMS. In addition, the quality, as well as accuracy of guests’ profiles, can also be improved. This provides an opportunity of understanding the purchasing power of customers so that they can provide better service to customers. 

	Element 2 – Hotel Reputation

	Hotel Reputation is mostly important for the hotels of the hospitality industry to increase customer attraction and generate revenues. The review, share, rate and search of travellers help organisations to increase the reputation of the hotels which is most important for running a business and attracting customers effectively (Lai, 2019). Nowadays, people depend on online reviews which impacts the business of the hospitality industry. Maintaining a good reputation for hotels can provide them with several advantages which will discuss below. 
· Enhance the sales
Before taking a final decision, people search online for brand image and service. In this scenario, it can be stated that if a hotel increases its reputation, then the sales of the business will be increased. Good reviews from customers will support a hotel to boost its reputation which will be beneficial for the business (González-Rodríguez et al., 2019). The positive reviews of previous customers can support an organisation to develop a hotel’s reputation 
· Helps to build credibility
In this modern and technological era, people use social sites for delivering their opinion and expressing their experiences. By delivering positive reviews and experience, an organisation will be able to build credibility which is effective for brand reputation. People mainly use such brands they trust and the better service of hotels can help them to build credibility which is beneficial for the hospitality industry. 
· Enhance the brand image
By delivering better service to the customers, a hotel will be able to enhance its brand image which will support them to increase its reputation. A good reputation for hotels will increase customer attraction and support them to boost the brand image. The brand image of an organisation is also essential for boosting a hotel’s reputation. In addition, this will support the hotel to develop its business also by enhancing the hotel’s reputation. 
· Attract employees
A good reputation of a hotel not only attracts customers but also attracts employees towards the business. The brand image of an organisation provides an opportunity for the organisation to attract effective employees which supports them to provide better service to the customers. In addition, after getting better service, customers will be provided positive feedback which helps a hotel to develop its reputation. 
· Maximise the revenue
The reputation of the hotels will attract more customers towards the business which supports the business to generate more revenue from their customers (Anagnostopoulou et al., 2019). In addition, increased sales of a hotel also support them in generating more revenue. 

	Element 3 - Communication 

	Communication is an act of transforming information from one place or person to another or group. In addition, this is a two-way process of informing information in the form of ideas, thoughts and opinions. There are several types of communication such as verbal, nonverbal, written and visual. Communication is one of the most important skills for the hospitality industry. With the advantage of effective communication skills, the experience of guests can be enhanced (Kalogiannidis, 2019). In the hospitality industry, employees have to communicate with several types of customers and have to serve them. Therefore, it can be stated that communication skills are most important for the hospitality industry. Apart from this, excellent communication can help people to create a better relationships in the workplace and the problems of the workplace can be managed easily. 
In the hospitality industry, there can be created several conflicts and effective communication can provide an opportunity for hotels to overcome such conflicts. After solving the conflicts, employees of the hotel will be able to deliver better service to the customers which will make customers happy and satisfied. On the other hand, this will support the hotel to generate revenue (Cadet and Carroll, 2019). Effective communication can help the hospitality industry know about the creativity of their employees and such creativity can be beneficial for the development of an organisation. With the benefit of verbal communication, the customers of the hospitality industry can feel happy and satisfied.
Nonverbal communication is also essential in the hospitality industry to communicate with customers as well as business people. Without effective communication, a hotel will not be able to communicate with its customers and business clients easily which can affect businesses negatively (Vitorino et al., 2020). Moreover, strong communication can help to ask about the need of customers and by delivering their needs, a hotel will be able to make the customer a loyal customer which is beneficial for the hospitality industry also. 

	Element 4 - Staffing 

	Staffing is the continuous process of finding, selecting, evaluating and developing a workplace relationship with present and future employees. The main target of staffing is to fill several roles within a business with appropriate candidates. In the activities of staffing, there are a few activities such as profiling job positions, selecting employees, establishing and evaluating performance and providing them with training for their development. In the process of staffing, people are recruited in teams on the basis of their skills, knowledge, talent, expertise and experience. With the process of staffing, the hospitality industry can be able to decrease employee turnover and attract talent towards their business. 
In this context, there are several steps involved in an effective hotel staffing process. These are:
Workforce planning- This step is concerned with assessing the vacant positions and the extra staff requirements in different departments of the hotel to determine the number and type of candidates to target. 
Recruitment and selection- This involves advertising the recruitment process of the hotel to attract potential candidates and identifying direct sources of manpower to secure applicants for the different positions at the hotel. This is followed by selection which involves evaluating the candidates to hire the ones most suited to fill the vacant positions (Tolan, 2023). 
Placement- This refers to allocating the hired staff to a position that they can easily adjust to and are best suited to fulfil at that point in time (SiteMinder, 2023).
Orientation- This is concerned with introducing and making the employees aware of their specific roles in details and helping them become familiar with their tasks.
Training- This serves to enhance the skills and abilities of the new and existing employees in the organisation so that they will be able to fulfil their responsibilities with better outcomes. 
Compensation- Remuneration and recognition are vital aspects of staffing procedure in all organisations as it serves to fuel the employee’s dedication and motivation in regard to working for the organisation (Tolan, 2023). 
Performance appraisal- This is another aspect that influences the motivation of employees. It involves assessing the employee’s performance and provide compensation according to the performance and contribution to the organisation (SiteMinder, 2023). 
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