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An employee at the hotel front desk works to create a very first impression on the minds of the consumer. They are the individuals who work by interacting with the guests and helping them out with their bookings, preferences, and other needs. I worked at the front desk of a hotel named Adelphi Hotel during the 1st, 2nd, and 3rd weeks as a receptionist (The Adelphi Hotel, 2019). I was assigned the job of receptionist where I had to work for 8 hours as a day shift, to interact with new and old guests and welcome them. I had to manage the booking period of the guests and plan for the rooms in the hotel as per their wishes. During these three weeks, the skill that I viewed should be the core strength of an individual working at the front desk is communication skills. This is because one must deal with a huge number of people with different thoughts, needs and behaviours. As a receptionist, I had to manage the guests over phone calls as well as in person (van der Vleuten et al., 2019). I had to talk to them regularly to ensure that their needs were being met and that any issues they faced were being mitigated with utmost care and with patience. Both these skills are very useful because they helped me to make communications with the team members as well.
Even though my working hours were mainly day shifts I had to work during nights and even for longer periods on some days. This caused too much pressure and affected my health which made me realize that working at the hotel’s front desk, one must have the skills of adaptability. The working hours can change instantly sometimes with an overload of work and most times with a low level of pressure (García-Solache and Rice, 2019). There were also instances where guests used to get impatient, and I had to handle many people at a time. Thus, it is very important for employees at the front desk in hotels to adapt to changes and take every situation as a positive advancement. 
Further, during the 4th, 5th, and 6th weeks, I worked at the Adelphi Hotel at the conference and banquet. In this role, I was held responsible for managing all the events that took place in the hotel. This was also the role that I had to perform at the front desk and was like the role of receptionist. While performing this role, I analysed that patience is one the roles which is very crucial for the staff at the front desk because as a front desk role we interact with many people every day and some guests can be rude or arrogant and is very important to have the ability to work under pressure.
An employee at the front desk should also possess teamwork skills because one must effectively make conversations with the managers and other staff in the hotel. The conversation mainly concerns the guests' services so that issues are avoided, and quality services are rendered to the guests. As a front desk employee at the Adelphi Hotel, I had to participate in the decision-making process with the managers and explain to them the demands the customers made during their visit (Domínguez and Herrera, 2020). Further, I had to evaluate the plans of other members of the team and ensure that each task was carried out with ease. Teamwork skills are very important in the hospitality industry because they help integrate different departments within the hotel and meet the goals of the organization. 
Moreover, I believe that technical skills are also needed for the role of front desk staff at the hotels. This is because new and emerging technologies have been changing the business environment and today's marketing activities are all about meeting the needs of the customers. There are many types of technologies such as artificial intelligence which are usually used to enhance customer services. Thus, it becomes more important in today's era for employees at the front desk at the hotel to have this skill for activities such as processing systems to manage the transactions made by customers (Baum, 2019). 
In the Adelphi Hotel, I had to operate computer systems to manage the software packages and the transactions the guests used to make during arrival and departure. I was provided with technical skills training on the job which made my job easier and therefore I believe I need to work on this skill so that I can get a better role in future.
Thus, the skills mentioned above are very important for the job at hotels as front desk staff. This is because it not only makes people understand their job roles but also makes them perform their roles efficiently and effectively. It gives an individual the freedom to bring in new ideas and innovative ways through which they can perform their job role smoothly to achieve the common goal of the organization. In the hospitality industry customers' needs are put at the centre and the individual should have these skills in hotel industry because the business environment is changing, and the competition is big in these days.
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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 quick resolution of this scenario in the future?”

	I will ensure that each room in the hotel, including other areas, is cleaned before and after the guests leave the hotel rooms. I will also ensure that the living areas and the garden outside the hotel are cleaned so that the customers feel fresh and hygienic (Rawal et al., 2019).
	I will plan something which every staff member will have to adhere to. The plan will consist of the roles and responsibilities of everyone with their shift timings. It will also specify the rooms and guests they must look after so that each customer is given equal importance and rendered quality services.
	My plan will be effective because I will be considering the hygiene factors the most, which is the factor customers mainly expect from the hotel rooms. Thus, through the maintenance of the health and safety system, I will be providing the customers with proper arrangements and offering them quality services during their stay.
	If any such similar situation arises in future, I will try to take notes of the activities that the managers perform. This will help me to act accordingly (Sota et al., 2020).

	I will makeshift timings, roles, and responsibilities list of each member of staff and explain them clearly to report at the planned time. This will help to balance the work and personal life of the employees and they will feel better to work at their stipulated timings.
	I will prepare for the health and safety medical check of each employee and guest. This will be done to encourage the people in the hotel to take prescriptions and if any employee has been facing medical issues will be offered sick leave (Dwesini, 2019). 
	Regular inspection of the technologies used in the hotel such as the electricity system, and kitchen equipment will allow me to ensure that guests and employees will be away from risks that can pose a threat to their health and safety.
	I will first take steps to make the other staff members understand what they must perform. I will also try to understand which staff will be able to work at hours so that I can consider their needs too and help them balance their personal and professional life.

	I will also allow the customers to make post-bookings so that early arrangements can be made. This will help eliminate the uncertainty of failure to meet the expectations of the customers.
	I will ensure that the rooms are cleaned before and after the guests arrive or leave the room. There will be employees who will be concerned with the cleaning task only.
	With the development of the plans relative to the employees’ working hours, their roles, and responsibilities I will be able to manage the employees effectively. The staff member will know the roles they have to perform through which each task will be completed on time (Khuong and Linh, 2020).
	I will take steps to back up all the data relative to the guests' bookings and transactions. This will help me ensure that no customers are making false claims and that arrangements for each guest are being done appropriately.

	I plan to welcome the guests cordially and will add a discount package for the repeating guests so that they can avail the benefits of repeating their purchases. This will help to build healthy relationships with the customers and offer them the best service at the hotel.
	I will also hire an expert who can check if the electronic cables are operating well (Bianco, 2020). If any issues arise customers will be taken care of by helping them shift to a safe place immediately.
	Keeping records of the guests' bookings concerning their arrival and departure will help me to plan for the rooms accordingly. I will be able to provide the guests with quality services during their stay.
	I will try to plan things and different activities so that I do not get nervous during the actual performance. 

	I will regularly engage with the customers through phone calls so that if they have been facing any issues, I can take steps to mitigate it as early as possible. I will also check the Wi-Fi connections, water flow in the washrooms, and other related aspects within the hotel room so that the guests can conveniently use the rooms and enjoy themselves during their stay.
	I will keep records of pre-booking of the guests and plan for their rooms. This will help me to ensure that each customer who pre-booked their rooms is given special attention with pre-arrangements so that it becomes easy to handle other guests.
	I will be able to help the employees balance their personal life and work. This is mainly because of the plans I will be making regarding their working hours. Thus, it will also help me to gain the trust of the employees and motivate them to work better.
	I will consider the safety protocols as laid down by the regulatory bodies of the UK to ensure that no guests are exposed to any health risks. I will make sure that cleanliness is my priority and every staff member.
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	“Element 1 – Property Management Systems (PMS)”

	The property management system is the application software which is mainly used to manage accommodation and rental properties in the hospitality industry (Kansakar et al., 2019). It is also known as the hotel operating system which provides a centralized system of the computer to schedule, perform and organize each operational activity involved in the business of accommodation. It is one of the most efficient and effective computer systems that has enabled automation and smooth functioning of the operational activities in the hospitality industry. It helps to make records of multiple transactions and helps to update multiple systems and devices. The PMS is the computer system which is mainly customized for the hospitality industry to foster ease in operations. There are a varied number of functions that can be performed using the PMS such as bookings, event planning, check-in, and check-out, costing of beverage and food, integration of telephone systems, making reports for the KPIs, integration of point of sale and many more (Nam et al., 2021). These are the systems which are also used by the government to keep electronic records of the properties under their care. Through the use of PMS, governments ensure that certain facilities such as education, recreation, sports, parks and community gardens are taken care of. PMS can also help the hospitality industry to inspect the availability of goods and services or raw materials and understand the employees-owned property which is needed to flow the operational activities with ease. 

	“Element 2 – Hotel Reputation”

	Hotel reputation refers to the process of maintaining and influencing or monitoring how the hotel is perceived by the people (Čech et al., 2019). It refers to the process of reviewing the departments and engaging people constantly to engage the target groups with the company. Hotel reputation is very important because it helps and ensures the company how efficiently it is going to run even during the long run. It is therefore very important for the overall growth of the hotel. The reputation of the hotel should be maintained and monitored constantly because it can help enhance the brand of the company, boost the revenue of the company, and therefore help to increase the number of guests in the hotel. To manage the reputation of the hotel, the hoteliers need to make use of appropriate techniques and tools so that they can help them grab the attention of the targeted groups. In today's time to maintain a hotel reputation it is very important to stay active on social media and look out for each of the new trends and developments within the hospitality industry that the customers are seeking. Social media can also be a way to engage with customers and inform them about the new offers or discounts or ventures that the company has started. Authentic communication and interaction can help people to improve brand loyalty, and this can ultimately lead to repeated bookings and stays (Siyal et al., 2022). One of the key aspects in maintaining the relationship with the customers in the hospitality industry is by optimizing the online website of the company for search engines. It will allow the users with a smooth site to learn about the company and its offers. If poor experiences are offered to the customers while using the websites of the company then it may create dissatisfaction among the target groups and thus, the company may not receive as high a search rank.

	“Element 3 - Communication” 

	Communication can be defined as the process of sharing ideas, opinions, views and information between two or more persons (Law et al., 2020). It is the process through which one can effectively share a particular piece of information with another person to gain feedback. It is mainly a two-way process that mainly involves sharing opinions to build an understanding. There are mainly two types of communication such as verbal and written. Verbal communication is mainly done orally either face to face or phone calls and even video calls. On the other hand, written communication is on paper or in the forms of email, letters and many more. Communication in the hospitality industry is very crucial because it helps to build understanding with the customers and share with them key elements that the hotel offers. Through communication, one can build rapport with guests and mitigate any conflicts. Communication in the hospitality industry can help hotels to provide customers with a positive guest experience (Vrontis et al., 2022). Apart from this, communication can help to integrate different departments as one and share information with the staff members effectively. It helps to drive better results for teams, operations, and individuals. The main role of communication in the hospitality industry is to promote equality, inclusion, and clarity for the guests. To effectively make use of the communication process within the hospitality industry it is very important to first enhance active listening skills. The customers want to be heard so that their expectations can be met by the hotels, therefore it is important that hotels can understand what the customers want and desire before initiating the communication strategy (CİZRELİOĞULLARI et al., 2019). Moreover, effective, and regular maintenance of communication between employers and employees helps to ensure the employees that the employees are considering their needs. This helps to build motivation and morale of the staff members and the employees efficiently work towards the common goal of the organization.

	“Element 4 - Staffing”

	Staffing is defined as the process of filling job vacancies and thereby retaining the staff that have already been recruited (Nikolskaya et al., 2022). The main aim of staffing is to meet or fill the needs of the requirements for human resources. In the hospitality industry staffing is the process of recruiting employees based on the skills and knowledge required for a particular job role and then offering a particular candidate a job role based on their understanding and skills. Staffing is crucial in the hospitality industry as the staff are the individuals who help the company or hotels to meet its obligations promptly. They are the individuals who ensure that the hotel rooms are clean, and the customers' needs are fulfilled on time (Alemayehu et al., 2022). The hotel industry therefore must invest adequately in the staffing process to meet the rising demands of the workers. Without a proper workforce, it can be very difficult for the hotels to render quality services to the guests, therefore heavy investments need to be made in the staffing process. The investment should be in terms of the training and development process, to develop a positive workforce, and offer benefits or incentives based on their performance. The hotels should also listen to the staff as there can be instances where they are being discriminated against or exploited by some other members (Kumbhakar and Alemayehu, 2021). Therefore, the management should ensure that their needs are being heard and they are rendered with proper human rights to work efficiently. Paying attention to the needs of the existing employees can help the hotels to improve the morale of the employees and to build a cordial relationship between them. This way the hotels can also increase the reputation of the organization and attract skillful and talented candidates within the company. 
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