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The study is going to evaluate the skills that are required to work at the front desk of the hotels. The front desk of the hotel is described as the place where the guest visits first and this area is also known as the reception area.
I have gathered knowledge from various platforms and some from my personal experience when I visited hotels in different cities to stay when I was travelling. I got an Idea about the various skills that are important to working at the front desk of the hotel (Bardi, 2010). The first skill according to my knowledge that is essential for working at the front desk of the hotel is described below.
A good communicator: Good communication is the most essential skill that is required for an individual working at the front desk office of a hotel. I believe that anyone who is working at the front desk of the hotel should have the art to convey critical information and messages effectively.
Active listening skills: Good listening skill is essential to communicate properly and this is believed by me that it helps in reducing errors and understanding the query of the visitor (Marneros et al. 2020). Active listening gives a feeling to customers that their query is given importance and I have experienced this when I stayed at a hotel and the Air Condition was not working well. They heard my query and gave me a fast solution. 
Multi-tasking skills: Front desk operators at the same time need to handle the tasks and customers at the same time and in many situations they may need to search for information and answer phone calls at the same time (Tesone, 2015). In Premier Inn Hotel I have experienced people who were talking on call and looking for the information customer is seeking and solving their queries.An important aspect of multitasking is the ability to remain calm under pressure.
Calm and empathetic: This is according to my experience very much essential when I visited Hotel Saint, London first arrived at the front desk and the lady was very much calm and she was educated as she knew how to speak and answer queries. At the same time while practising at the Premier Inn hotel, I was given the information that a good front desk employee is the key to the success of their business because that is the first place where customers generate an idea about the services of a hotel.
Problem-solving skills: I believe this is essential as per my experinece as it will help in finding out the root cause of the dissatisfaction of the customer and a good solution will be given (Sayin and Karaman, 2019).Problem-solvers use a systematic approach that allows them to break down difficult problems into smaller and more manageable parts.
I will apply this knowledge while working in the industry by using the knowledge practically in the situation. When I will start working as front desk manager in the hotel the experience that is gained will be used practically by me. I will also analyse the situation and theoretical knowledge will be applied to the skills that I learned to make the work easier.
According to me, this topic is important for the hospitality industry because this will give a thorough knowledge about the methods through which the visitors of the hotel will be given the best service. It will guide me and others as well in how the customers can be fully satisfied with the services. The chosen topic is also vital in giving knowledge about the administration method of the hotels and how skills can be used effectively.
It is concluded from the study that various skills are essential to work at the front desk in a hotel chain. The study also found various skills that play a vital role and makes the job easier for the individual working at the front desk of the hotel. It found how the theoretical knowledge can be applied while working and the importance of the topic is also discussed.





		Word Count
	676




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 quick resolution of this scenario in the future?


	As it is my first day as the front desk associate it is a big day for me and when I was practising at Premier Inn one thing was told that is still in my mind. I was told that the first impression is always the last in any work an individual does. As the manager is sick, I have to represent the hotel in a good manner to the guests. The first step that will be taken by me is ensuring that the entire area of the hotel is cleaned and the rooms of the hotel are cleaned which will give them satisfaction regarding the cleanliness (Wood, 2013).


	Being the associate of the front desk, I will try all the possible ways to ensure that the operations run smoothly throughout my shift. I will conduct shift meetings for 5 to 10 minutes which will ensure that everyone working in the shift is on the same page.
	I would consider my plan being the most effective because at first the manager is sick, and it depends on me totally to represent the hotel well to the guests and maintain the operations and shift smoothly.
	I have theoretical knowledge about the contingency plan, it is a strategy for the way an organisation to respond to critical scenarios that knock off the original plans. I will also make a contingency plan to find out a quick solution in future when such a situation arises

	I will ensure that the guests get the easiest methods of communication and I will try that various items are added from the hotel's end to add the value of money that they are paying.


	In this meeting, employees will be informed about any of the changes in the process that is made and they will be given an idea about how the work is to be done (Johnston et al.  2012). This will be informed by showing the work of past shifts by employees.

	On the other hand, I have experienced and got theoretical knowledge about managing situations as a front desk associate while practising at Premier Inn hotel so I believe that using such strategies and experiences will be effective

	This is important because being new to the hotel and my first day as an associate at the front desk in the absence of a manager is not easy to handle. An emergency response plan will be made to tackle the issues or situations that may arise unexpectedly (asana.com, 2023)


	I will inform all the staff that they must be polite, helpful and pleasant so that the quality of the service is better and they get a good image of the hotel.


	I will ensure that every guest has entered their room and every employee is working effectively as per their assigned duties.

	The plan that I am making is most effective because they are action-oriented, consistent and flexible and at the same time it will provide motivation and coordination.

	A business impact analysis will be conducted to identify the risks that may harm the operations of the business.


	I will also take up a new step by informing everyone and the management about using the AI assistant for the rooms where guests are staying such offering of the services will make the customers very happy and they will build a good image of the hotel in their mind (Buhalis and Moldavska, 2021).



	Such experience is derived while practising in Premier Inn. I will try to understand the requirements of the guests so that effective services are given to them.

	This plan will give the desired outcome and the hotel will build a good reputation in front of the guests.

	At the same time, the Incident response plan will also be included in the contingency plan by me so that whenever such a situation arises or any situation similar to this arises can be taken under control.


	I will keep in touch with the employees for staying updated what customers are asking and what they need for better experience.



	A schedule will be made and to run the operations smoothly throughout the shift I will also keep a checklist and a written process.

	This plan will be effective as it will be the method to deal with unexpected incident or situation that may arise and it will be built after a proper research and analysis.

	Though I took the situation under control using the same methods with the developing world may not work so innovative measures are important to tackle such situations and handle the issues. As a result, latest technologies and training will be given to other staff to be prepared for any such incidents in future.




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)


	The term property management system is described as the software that is used by the hospitality industry for the operations of hospitality accommodations and commercial residential rental properties (Jawabreh et al. 2022). The property management system in the hotel is an essential element as it manages all the aspects of the hotel business and also includes the delivery of a superior guest experience. Some of the important features that the Property management system of hotels consists of our front desk operations management, marketing support, CRM and communication of guests, management of housekeeping, management of maintenance and reservation management. 
PMS is essential in the hotel industry because this helps the staff of the hotel to do away with paperwork and important tasks are performed more efficiently (Limna, 2022). PMS is considered an important element because it reduces the burden of double bookings and reduced room vacancies. 
this at the same time offers the facility of managing the revenue of the hotel and it helps the managers and other staff of the hotel to identify the performance of the hotel (Busulwa et al. 2022). This PMS has a special element that helps in rate plan management and it will be vital in allowing the hotels to put the rate of the hotels quickly. One important key element that must be considered while using the PMS is that it must have payment processing options for the front desk staff and e-payment methods for the customers for the booking that is made online using the credit card. On the other hand, another key element that needs to be considered in PMS software is the third-party integration and customer data management function should be included in the PMS software.





	
Element 2 – Hotel reputation


	
The reputation of the hotel is important because this is how customers get attracted and they build trust in the hotel (Siyal et al. 2022). This is the key to enhancing the method to earn revenue by earning the trust of potential clients. A positive reputation for the hotel is the way through which sale is maximised and revenue is increased. Some elements must be considered for the operations of the hotels. The elements that are required to be considered are replying to the comments that are made by the customers and the reply should be made even to the positive comments. As per the report of TripAdvisor, 65% of the users would rather book a hotel that responds to the reviews of the customers. At the same time, 85% of the customer's impression improves when they see a positive reply from the manager even to the bad comments on the page. This is one of the elements that are important to conder in the operation and reputation of a hotel (Moon et al .2022). A schedule should be made to respond to the comment regularly because guests like to see active management and this consistency will mn maintain a good reputation in the market. The incorporation of technology should be taken into consideration as it is one of the important elements in the present scenario for the operations of the hotel. Getting in touch with guests pre-stay is also an important element that must be taken into consideration in this area.


	
Element 3 - Communication 


	
Communication is the most vital element in the hotel industry because this is important for managers to give information to the employees (Rabiul et al. 2023). At the same time, it is important to communicate with the customers about the requirements and the needs that will satisfy their needs. Good communication removes the barriers of confusion and bad impression.
Good communication helps in building good relationships in-house among the employees as well as among the customers and social media is a very much effective and good element in communicating with the customers whenever the need arises (Zavisic et al. 2022). The key elements that are required when considering these elements of hotel operations include setting up effective channels for communication and sending information with differentiated channels is an important element that should be considered in the hotel operation as it delivers the right information and keeps the staff more engaged (Bashirzadeh et al. 2022). The second element is making sure that the communication is well timed and not having timely communication can result in lowering the morale of the employees. Both urgent and non-urgent information in the hotel sector must be delivered on time. The importance of communication is required to be emphasised with the staff and they are required to be encouraged about informing the updates and any news within the company.


	
Element 4 - Staffing 


	
In the hotel industry staffing is a continuous process because as the customer base increases the requirements for the staff with different skills becomes a requirement. Staffing is a process of finding, evaluating, selecting and developing a working relationship with current or future employees (Phillips, 2022). Staffing plays a vital role in the hotel industry because a big hotel has many rooms that need skilled and experienced people to clean and give customers a clean environment. A general manager is responsible for fulfilling the various duties in the hospitality industry. Three important elements are required for staffing in hotel operations are recruitment, selection and training (Nikolskaya et al. 2022). The first element of recruitment is the first and important step as this attracts the candidates for the position that is available in the organisation and simple words this is the search that is made for skilled candidates and asking them to apply for the position. This gives a large number of options to select suitable candidates.
The second important that is required is the selection because this is a negative process as it eliminates the unsuitable candidates who are not fit for the job (yourarticlelibrary.com, 2023). This selects the candidates who are suitable and can carry out the task. This is essential as it gives the hotel qualified candidates who can carry out the operations smoothly. As a result, these elements are also considered as vital elements. The staff also keeps proper track of the check-in and check-out of the customers ( Wiley et al. 2014).
While considering staffing in the hotel operations the last key element that is required to be considered is the training. This is important and vital because this gives the candidate a thorough knowledge of the policies of the hotel its rules and regulations and how they need to carry out their jobs (Fallon & Rutherford, 2010). This gives them the right approach that is to be used in front of the customers and is calm and works towards the development of the business. As a result, these three key elements are required to be considered in the operations of hotels in staffing.
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