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	There are various key skills that are required to work at the hotel's front desk. It will include skills such as communication, multitasking, social skills, problem-solving and more.
Communication: An individual working at the front desk of any hotel must have efficient communication skills to communicate with its guests over the phone, by mail or in person (Sayin and Karaman, 2019). It is one of the most desired skills by an employer in terms of recruiting an individual for the post of front office. Further, this particular skill will help the person working in the front office of the hotel to convey information about their services and rate to its customers. Lastly, good communication skills will help them to retain their old customers and to find new customers for their hotel
Multitasking skills: this is very important for the person working at the front desk of the hotel as it can directly have an impact on retaining customers and generating income as well. Therefore a person soothing at the front desk must be able to constantly juggle all kinds of tasks. Multitasking skills are important for the receptionist as they will help them to switch between tasks smoothly (Mousa et al., 2022). Further, it will aid them to address the needs and demands of its customers with more precision and to prevent them from getting overwhelmed by the tasks.
Social Skills: will also play a very crucial role for the receptionist working at any specific hotel. As this particular skill will aid the receptionist in establishing a good relationship with its clients and customers as well (Wendt et al., 2020). Further, it will aid them to retain and find new customers for their respective hotels. A bad experience at the front office may lower the reputation of the company and may result in loss of income and customers as well. Lastly, receiving guests with warmth and a smile can bring prosperity to the hotel.
Problem-solving skills: can also be considered one of the necessary skills to work at a front desk of a hotel (Alexakis and Jiang, 2019). Moreover, an individual working as a front desk staff must learn to organise tasks and resolve issues as soon as possible. Further, problem-solving skills will help them to become efficient in dealing with their customers and colleagues as well. Further, it will help them to create and generate new ideas that are capable of addressing the needs and demands of their clients.

Visitor Management: It is their sole duty to manage the visitors within the hotel premises (Arnold et al., 2022). A person working at the front desk of the hotel must be fully aware of the guests or clients entering the building in order to ensure security within the building. Further, the front office staff are also expected to check in guests and maintain track of their records to ensure security and to maintain clear communication with their clients. Further, this particular skill will also help them to manage good impressions among their clients to increase the revenue share of their particular hotel.
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Component Two:
“Creating an action plan as a front desk associate” 
	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? 

	 Effective online presence 
 
 
	· By responding to the reviews made by customers on the company's online platforms such as the company's brand websites, Facebook, Instagram and more. 
· Through active social media presence, I shall showcase the speciality of my hotel.
	Responding to the reviews and maintaining an active social media presence will allow me to examine the changes in tastes and preferences of the customers with regard to hotel services. Further, the data can be evaluated to create better new services or deals that will be able to meet and match the demands of the customers in the market.
	· Will acquire Search engine optimization 
· By creating value and by remaining customer-centric 

	Impressing guests before arrival 
 
 
	· By knowing the guest well 
· Offering gift cards or vouchers
· Pre-arrival emails
	Knowing the guests well will allow me to provide exemplary services to them. Further, by identifying the nature of their visit I will be able to offer vouchers as per their desire or interest. Lastly, pre-arrival emails will help me to minimise the difficulties that they may face in their journey.
	·  Simplifying the booking procedures
· By making frequent communication before the guests arrive. 

	 Training staff 
 
 
	· Encouraging staff
· Holding regular training sessions
· By presenting awards for the employees.  
	Encouraging the staff to provide exemplary services will be helpful in retaining and gaining new customers for the hotel. Further distributing extra prizes and incentives to the staff for their exemplary services will motivate the other employees to enhance the quality of their services (Hoang et al., 2022).
	· Recruiting the right employees
· By giving promotions and appraisals to exemplary employees
· By investing in rewards and recognition programmes.

	Post-stay communication
 
 
	· Mainating communication 
· Asking for review
· Addressing the complaints effectively and professionally 
	Being able to communicate with guests after their departure will be helpful to manage a better relationship with them and further helps to gain their favour for the hotel. Similarly, asking for reviews will be valuable to know the effectiveness of the services offered by my hotel and further helps to identify and improve the areas where my hotel is lacking. Lastly, the feedback provided by the guests will help me to bring better outcomes for my hotel in terms of growth and development.
	· By being proactive in the needs of the guests.
· Being responsive to negative comments

	 
 Hotel amenities 
 
	· Personalised welcome gifts and rewards
· Offering co-working spaces  
	Hotel amenities can are known to bring significant outcomes in the overall experiences of the guests. Therefore providing welcome gifts to the guests upon their arrival at the hotel is sufficient enough to make and manage a good impression among the customers. Providing co-working spaces for business travellers and event attendees will be helpful for the hotel to increase its customer share and income as well (Lee et al., 2019).
	· Complementary morning meals
· Free parking and more.



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

	Hotel property management systems are known to help in managing all the aspects of business operations in the hotel industry. Traditionally, a hotel PMS can be defined as the software enabling the hotels to manage the capabilities of the front office like booking reservations, checking in and checking out guests, managing rooms and many more (Shin et al., 2019). It helps the hotels to provide flexible services to their customers regarding the organisation's check-in and check-out services. Further, it aids the front desk personnel in assigning rooms and enabling services to the guests wherever there is an internet connection. PMS also brings efficiency to housekeeping with frequent updates with the help of a mobile housekeeping device, So that as soon as the customers check out the housekeeping will be able to free up rooms for cleaning. It also offers great flexibility with regard to managing rooms and reduces the time required for service activities. Further, with the help of PMS, the hotels will be able to identify the needs for maintaining rooms so the rooms are neat and clean. The PMS not only helps in mobilising housekeeping but also helps in aligning hotel operations and its financial activities by using prebuilt integrated back office systems. They are also responsible for integrating accounts receivable and handling commissions as well. It is further responsible for helping the hoteliers to increase their room occupancy and enhances sales with the help of direct booking platforms on the brand website.

	 
Element 2 – Hotel Reputation
 

	Reputation management can be considered as the monitoring of the influences of one’s hotel from the perspective of its customers (Christensen and Laegreid, 2020). It is very important in the hospitality industry as it plays a major role in generating greater profit for the organisation by maintaining a better relationship with its potential and past clients. A hotel can make a good and better reputation by staying active on social media by showcasing its brand visually and giving voice to its brand while connecting to its followers. Further with the use of multiple social media platforms, the hoteliers can  establish a better relationship with its potential clients and planners. In addition, hoteliers can further utilise their organisational profiles to provide assurance to their customers with regard to the security of their belongingness. Abiding by all the health and safety guidelines will also help the managing team of the hotel to make a better reputation among its guests and customers. Posting genuine videos and blogs with regard to the services offered by the specific hotel will also help to enhance its engagement rate with its audience. It is because the majority of customers today are familiar with the use of mobile phones and prefer to learn the nature and products of the service through the means of video. The hotelier can further enhance their brand image by having authentic interaction sessions with its audiences via social media and other online promotional tools (Chung and Byrom, 2021). Lastly, maintaining authenticity and paying attention to every detail of the hotel services can make a huge difference in the hospitality sector to manage reputation for itself. 

	 
Element 3 - Communication
 

	Communication is known to play a very crucial role for hoteliers in maintaining and managing their brand image in the market (Shen et al., 2020). It is because if communication happens to be poor within the organisation then it can lead to a series of negative experiences for the visitors of the specific hotel. Therefore it is a must for every hotel management team to ensure a better communication channel among its employees and stakeholders as well. Firstly the management team of the hotel must be able to inform the importance of having good communication with its employees to provide the best services to its guests. Further, the company can establish a better organisational culture where they can prioritize communication to make their hotel operations effective. As it helps to encourage their employees in spending more time at the beginning of their shift to update themselves with new information. Good communication helps to motivate the employees by clarifying the tasks that are needed to be done.  Having an effective communication channel will further help in easing hotel operations with regard to delivering important messages across the organisation. Further communication helps the managers of hotels in performing their roles and responsibilities that are generally required for the smooth functioning of the hotel operations. Lastly, communication will help the hoteliers in delivering exceptional experiences to their guests (Sanchez et al., 2019).
 

	 
Element 4 - Staffing
 

	Every hotel must have various levels of structure with regard to its staffing faculties to run the organisation smoothly. Therefore every organisation must consider having bodies within their organisation such as executives, front desk services, housekeeping, accounting and more. Having an executive body within the organisation will play a vital role in the decision-making process for hoteliers (Ali and Anwar, 2021). It is because they are known to ease the operations for the hoteliers in terms of managing their resources and finances as well. Front desk services are those segments of workers in the hotel industry that are mainly expected to make contact with visitors. Further, they are responsible for managing and handling bookings for the hotel. Every hotel must have a team of housekeeping so that their rooms are clean and in top condition to make the visitors happy. In addition, it will help the hotels to enhance their brand image and increase their profitability as well. Another important element that every hotel must have is an accounting team. It is because they will be helping the hotelier to ease their operations in tracking the expenses and revenues of the organisation. Further, the hoteliers will need a good marketing team to advertise their brand images and services in the market to increase their profitability and market share as well (Dwivedi et al., 2023). Lastly, the kitchen staff will help the hoteliers to fulfil the dining needs and demands of its customers.
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