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Introduction
Employees within the hospitality industry require a specific set of skills to provide high-quality experiences to guests. In particular, front desk employees in hotels require effective knowledge and skills to perform the job role efficiently (Abo-Murad and Abdullah 2019). The following essay will highlight some of the major skills required for the front desk employee within the hotel and hospitality industry. 

Main body
Front desk employees have a significant role to play in creating a positive and strong first impression on the guests. I believe that guests should feel welcomed on arrival and, with that, should have a comfortable stay at the hotel. This can be achieved through the knowledge and abilities of the front desk employees. It is essential that individuals in this position should have a clear understanding related to the skills required in order to fulfil the core requirements of the job (Olimovich, Bakhtiyorovich and Salimovna 2020). I have been a frequent traveller and, with that, have the privilege of staying at several hotels. Through my personal experience, I have identified that one of the major skills front desk employees should possess is strong communication skills. With that, it is essential that they should maintain a positive tone, especially when speaking to the guests not only at the time of arrival but at the same time during their stay as well. This shall be helpful in ensuring a comfortable environment for the consumers. In addition to this, Sayin and Karaman (2019) cited that adequate communication skills can be helpful in enhancing the overall experience of the guests because it indicates that the staff is listening to them. Personally, I believe that feedback from the guests should be focused on as it would lead to ensuring customer loyalty which will lead to creating a strong reputation in the market. 
Furthermore, effective time management skill is one of the crucial aspects of the position of front desk employee. I have the experience that individuals working at the front desk need to incorporate several tasks at one time. This is especially in the scenario of peak seasons like holidays. In order to incorporate all the tasks successfully, it is essential to have strong time management skill, and multi-tasking skill is also crucial. I believe employees should have the ability to prioritise their duties and tasks, which shall be helpful in ensuring smooth functioning even on busy days as well. In addition to this, Akgunduz, Alkan and Adan Gök (2022) cited that working at the front desk means that the person will be the first to whom any kind of problems or issues will be bought up by the guests. It is not always necessary that these issues should be major at times; it can be a minor issue such as a restaurant recommendation. I believe that, at times, these issues can lead to unexpected emergencies, such as some guests can require medical assistance. Such a situation can require prompt and creative responses from the front desk officer. I have experienced such a situation and have also seen employees getting panicked and not being able to handle the situation. I believe in such a situation, the front desk employee needs to be calm as this is the time a good experience should be provided to the guests. This could lead to earning good reviews from the guests despite the difficult situation. That strong technical skill is another area front desk employees should have command on. It is most likely that with the advancement of technologies, employees might require to work on particular software or processing systems. Often, experience with hotel-specific software is the core requirement as it can be helpful in providing quality services to the guests (Shin, Perdue and Kang 2019). In my opinion, strong technological skills would be helpful in performing the tasks much more efficiently and, along with this, would also be beneficial in keeping accurate customer records within the system. I believe that as the job market is evolving and with the advancement of technology, strong technical skills would be the primary requirement for the employer. In addition to this, in order to perform efficiently, front desk employees should also possess effective team working skills. This would be helpful in collaborating with the managers and even with the other colleagues, and this would eventually lead to creating a positive environment and providing a high-quality experience to the guests.  

Conclusion 

In a nutshell, it is concluded that front desk employee plays a vital role in ensuring guests' satisfaction. In order to do so, there are specific skills required; the essay concluded that some of the major skills required for the front desk employee include communication, time management, multitasking, problem-solving and team working skill. 
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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?
	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?


	I believe maintaining effective communication not only with the guests but among the employees as well is crucial. As a front desk employee ensuring strong communication is one of the major aspects that need to be focused on for providing high-quality services (Ntounis et al., 2022).  

	It will make sure that all the communication devices should be updated and that there should be no technical issues in it. Furthermore, it will also be made sure that in case of any issue or query from any of the rooms, prompt action should be taken from the front desk, and the call should be answered immediately. 
	Ensuring that all the systems are working fine will be helpful in making effective communication hence making the plan effective. 
	Proper checking of all the devices will be done regularly, and along with this, continuous training should be provided to the workforce. 

	At times guests complain related to inefficient services or late responses from the employees. 
	Within the hospitality industry providing high-quality services is considered the major factor behind the success of the business (Secchi, Roth and Verma 2019). In order to do so at the start of the day a meeting will be conducted where all the employees will be guided related to the tasks.  
	This shall be helpful in making sure that all the employees have a clear understanding related to their duties and roles. 
	Proper training will be provided for all the employees at all levels, along with this feedback shall also be gathered. 

	Cleaning is not up to mark; there are complaints from guests related to this issue. In the present hospitality business, cleanliness is one of the significant and decisive factors (Ruel and Njoku 2021). 

	It will be made sure that not only the rooms but at the same time the lobby area, front desk, and hallways should also be properly cleaned. 
	Making sure that each corner of the hotel should be clean would be helpful in maintaining hygiene and cleanliness. 
	Feedback from guests will be gathered in order to identify primary issues faced by them in terms of hygiene. 

	Increase in customer complaints related to the quality of the food along with this there is also criticism related to the lack of variety of food. 

	To ensure the quality of food, proper standards will be followed, and in order to do this, effective monitoring will be done. Moreover, different cuisines will be set for each week. 
	This shall be helpful in providing variety to the guests and hence would be helpful in increasing customer satisfaction. Furthermore, maintaining set standards will ensure that quality assurance should be the primary focus. 
	In order to avoid this issue, an external team will be developed in order to assess the quality of food served to the guest. 

	Some of the customers have issues related to the behaviour of the employees, as some have highlighted the rude behaviour of the employees towards some of the guests. 

	In order to avoid this issue, proper training will be provided related to the actions that need to take alongside the aspects that should be avoided in order to provide high-quality services to the guests. 
	Implementation of the strategy would be helpful in making sure that the employees should have proper guidance related to the behaviour that needs to be focused on for providing high-quality services. 
	Furthermore, a reward system shall also be introduced as it will lead to ensuring the quality of services to all the guests alongside maintaining high performance by each employee. 



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)


	

Use of technology to update the information and use experienced individuals who know about property and how to buy and manage personal property and assets. Along with that, research is intensive to gather information about pricing trends, and it is considered effective (Eynon and Geniets, 2016). To manage the property, it is essential to manage and have proper information about the taxes and the value of the property. The managers invite the organisation to select attractive and crowded locations so that it is attractive to visitors. The company should make it fully informed and manage the locations to maximise the use of the buildings (Stoyanova et al., 2021). In addition to this, Sousa and Rocha (2019) mentioned that property management within the hospitality industry is also majorly influenced by external parties such as government and authorities related to policy implementation; therefore, it is essential that single technology based should be implemented which all the related information related to the proper should be presented at one place. 



	
Element 2 – Hotel Reputation


	A good reputation of the hotel is considered crucial for the success of the company because it is found to have a direct influence on the hotel occupancy levels, especially in the long run (Mohammad Shafiee and Tabaeeian 2022). Therefore hotel reputation management is considered vital for the overall growth of the brand. Hotel reputation management is referred to as the practice of influencing and monitoring the way the hotel is perceived by the customers. In order to ensure effective reputation management, there are various elements and components that need to be focused on ensuring high-quality services should be provided to the guests, increasing customer loyalty and ensuring customer satisfaction. In order to do so, hotels ensure that effective strategies should be adopted along with these advanced tools and techniques is adopted. In addition to this González-Rodríguez et al. (2019) mentioned that word of mouth plays an important role in building a brand reputation within the hospitality industry. It is most likely that guests who are satisfied with the services of the hotel would recommend it to their friends and family and, in fact, also within their professional circle. With that, in the present digitalised environment, effective use of social media is also considered crucial for building a strong and positive reputation among the target audience. Maintaining a strong brand reputation is helpful for the brands in not only retaining the existing consumers but at the same time is also effective in attracting the potential consumers of the brand (Hossain, Kannan, and Raman Nair 2021). 



	
Element 3 - Communication 


	Maintaining effective communication is considered in all industries, especially those that encounter consumers and people on a daily basis, like hospitality. The use of new and advanced technology like social media should be adopted in order to closely manage communication with consumers. Hotels should eliminate the middle travel agencies and allow consumers to contact directly with the company and maintain communication (Rourke, 2019). Within the hospitality industry, it is most likely that employees come across people from different backgrounds that have varying needs; therefore, the primary role of communication should focus on making sure that mutual and inclusivity understanding should be maintained. Due to the nature of the hospitality industry, it is most likely that the workforce will probably engage with a variety of people on a daily basis, whether they be guests, employees, or suppliers; therefore, it's critical that employees should have good communication skills. Also, it is critical to recognise that each of these individuals has various communication needs; therefore, it is necessary that the employee should know how to adjust their style for each one (Porcu et al., 2019). Customers need effective communication from the employee because, without it, they might not receive the kind of service they anticipate, might not recommend favourably online, or, even worse, might have a fatal allergic reaction as a result of receiving inaccurate or misinterpreted information. The most crucial function that excellent communication plays in hospitality are providing consumers with correct allergy information. All food establishments are required by law to be able to inform clients about allergens accurately, which includes being able to convey the information clearly. This covers both verbal and written communication. Making sure the proper information gets to the right people requires efficient communication. Also, effective teamwork depends on effective communication between team members. It also helps you keep good ties with your co-workers and encourage others when they need it. In addition to this, Lei et al. (2020) mentioned that some of the major benefits of ensuring effective communication include improving relationships, increasing productivity and leading to increased sales. 


	
Element 4 - Staffing 


	Adequate staffing is helpful in recruiting the best possible human resources for various job roles within the company. It emphasises effective recruitment, training and, with that development of human resources within the organisation. Staffing within the hospitality industry is considered crucial for the success and growth of the brand as they are the main factor behind providing high-quality services to the guests and, with that, ensuring customer satisfaction (Ghani et al., 2022). The staff in hotels have the responsibility of managing all the tasks alongside taking care of the guests and, with that providing quality services to all the customers. It is essential that the staff should be well motivated as it shall leads to ensuring a high level of engagement with the guests and eventually leads to maintaining customer satisfaction. In addition to this, Frolova et al. (2020) mentioned that in order to maintain the quality of services within the hotels, it is essential that staff should be provided with effective training at all levels. 
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