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Hotel front desk workers are those people who welcome or greet its customers when the customers enter the hotel. The main duties of the hotel front desk worker are to assist the customers, register the guests names and verify the reservation, distribute keys, handle and solve the query of the customers, coordinate with the customers and provide them satisfactory services, take feedback and provide them insurance and so on. Hence a front desk person or group of front desk people in the hotel must require certain skills so that they can assist the customers with all the details informed and serve the customers or guests by their knowledge and skills (Pavlou, 2018). 
In the front desk work there are various roles in the front desk for example receptionist, guest relation manager, guest service associate, front desk clerk, front desk reservation agent, office attendant, guest service manager, Housekeeping manager and associate, waiter and waitress, and so on. Some of the main skills that are required to work on the hotel front desk business in different role
Communication skills:
Communication skills is one of the vital and most required skills in the profession of the front desk where the staff considering receptionist or manager or associate or others need to have conversation with the customer who wants to know or enquire about the hotel (Varra et al., 2021). Hence being a receptionist My first responsibility is to assist the customer and try to understand the given information of the customer physically or over the phone and discuss the problem or issues the customer is facing and address his issues and answer the details politely and in a positive manner so that customer feels comfortable and ensured about the details given.
Computer literacy skills or technical skills:
Computer literacy or technical skills are also common and useful skills which are required in each and every business or hotel industry. Hence for me as a receptionist, computer literacy helped me to make a list of the customers who are staying in the hotel and noting their check in and check out timing and data and payment or receipt information which can help managers to verify the details of the customers and ensure customers about its genuinity and accuracy (Varra et al., 2021).

Organising:
Organising is a skill which a front desk receptionist must have which can help to carry out the work in an organised way and even carry out multiple work in the same role. Being a receptionist I have such skills which has helped me to make an effective planning of what and how to do and when to do. I have a habit of noting down each information on the computer and thus it also helped to understand my work and process of handling (Indeed, 2023).

Patience
Patience is one of the vital skills that is required in any of the hospitality industries, however in the hotel industry patience is highly essential in order to handle or manage the customers and its situation. For the company it becomes challenging to manage an agitated customer hence patience to serve the customer as a front desk manager is required.

Friendliness
Friendliness is a type of person which can happily communicate with the customer and friendly behaviour is extremely welcoming for the customer so that they can share the issues with the front desk receptionist. I have such skill present in me which has helped me to deal with various customers and get well treated and positive responses from them.

Teamwork
Teamwork is required in the hotel industry to perform the work with other members or the team members of the organisation. Teamwork makes it easy to handle and accomplish the work. Teamwork needs proper conversation, good relations within the team member (Guchait et al., 2016). Teamwork has different departments and thus each department must coordinate with each and thus teamwork includes collaboration, integration of each department Hence I have found that teamwork has worked effectively for me to coordinate with other teams to process the work and provide effective service for the guests.

Problem solving skills
Problem solving skill is used to solve the problem of someone who is facing issues but unable to solve hence using problem solving skill and analytical skill the receptionist tries to understand the situation and provide appropriate solutions for the same for the guests or customer or its team to sort the issues. Hence, I have also applied the same process to solve the problem regarding finding a restaurant nearby the place (Doyle, 2020). 
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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 quick resolution of this scenario in the future?


	Being it is my first day I will be performing my roles and responsibility as a front desk associate so that I can represent well to the guest. I will be first greet and welcome the guest (Bika, 2015)  
	 I have been given shifts of 8 AM to 4AM within which I need to check the schedule of the day and represent myself as an hotel associate to greet and welcome the guest by keeping note of each guest and providing them assistance when they are required.
	My plan will be most effective for the hotel as prioritising the guest has one of my vital role which I will be performing to maintain and observe the customers to guest about their requirements (Elphick, 2020)
	Contingency plan will be based on the issues which will occur when the plan would not perform (Wrike, 2023). It is better to ask the senior manager or person to attend the customer if the customer is unattended or as another guest service associate to help the customer and its demands. 

	It will be the duty of my job is to keep in the front desk and be presentable and answer the query of the guest or customer (Bika, 2015)  
 
 
	 I will be following the guidelines through the operational manager of the hotel or office
	 The plan being most effective because being on my first day i might not be able to know everything about the work operation hence my superior will better explain and help the issue (Kashyap, 2017)
	I will be learning to be presentable and answer the query fo the customer which can help sort the issue

	 In order to represent the guest well I would be answering all the queries and complaints of the customer (Bika, 2015)  
 
 
	 I will be operating the activity smoothly by showing empathy and patience toward the customer and also communicating well with the customer so that customer can understand my interaction and friendly behaviour (McCabe, 2018) to address the customer’s address and complaint.
	 Being a front desk associate my role will be to address the customer and its queries and complaints and showing empathy and willingness to understand customers problem and thus listing the complaint and help the customer to talk or communicate with the senior manager to resolve the issue
	The contingency plan would be providing insurance to the customer and helping to sort the issues and list the complaint and talk with the near manager or coworker to help sort the issue when there is no manager in place or nearby

	Being it is my first day I will be performing my roles and responsibility as a front desk associate so that I can represent well to the guest. I will be first greet and welcome the guest (Bika, 2015)  
	 I have been given shifts of 8 AM to 4AM within which I need to check the schedule of the day and represent myself as an hotel associate to greet and welcome the guest by keeping note of each guest and providing them assistance when they are required.
	My plan will be most effective for the hotel as prioritising the guest has one of my vital role which I will be performing to maintain and observe the customers to guest about their requirements (Elphick, 2020)
	Contingency plan will be based on the issues which will occur when the plan would not perform (Wrike, 2023). It is better to ask the senior manager or person to attend the customer if the customer is unattended or as another guest service associate to help the customer and its demands. 

	It will be the duty of my job is to keep in the front desk and be presentable and answer the query of the guest or customer (Bika, 2015)  
 
 
	 I will be following the guidelines through the operational manager of the hotel or office
	 The plan being most effective because being on my first day i might not be able to know everything about the work operation hence my superior will better explain and help the issue (Kashyap, 2017)
	I will be learning to be presentable and answer the query fo the customer which can help sort the issue



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:

Introduction 
In this essay the main focus is to understand the key elements that are required when considering the given four elements of the hotel operation . the four key elements are  property management system, hotel reputation, communication and staffing
	 
Element 1 – Property Management Systems (PMS)
 

	Property  Management system is a software which is used in the hotel and hospitality industry to control, organise and execute the business operation and day to day business activities of the hotel and hospitality industry including hotel rooms, rental property m in and others (Buhalis and Leung, 2018). There are various functions of the property management system to perform hotel reservation management and administrative tasks which includes control dashboard, channel management, reservation calendar, housekeeping management, revenue management payment processing, online booking engine, guest management system marketplace, an open API and reporting . 
Control dashboard system is a dashboard which records the daily operation by providing an instant snapshot of the most critical information to complete the task in an easier form and help management to make effective decisions using the information of the inventory, room.occupancy, arrival and departure (Franklin et al., 2017).
Channel management is useful to make online distribution of inventory on a real time basis . It provides an improved online visibility and improves the reservation and profitability of the business. 
Control calendar in the reservation system which updates the information of booking and unbooking using such a visualised reservation system.
Housekeeping management is that function that helps run smoothly into the category of the same room facilities which shows the rooms information about its cleanliness or tidiness (Sianipar and Cicilia, 2023).
Payment processing is the integrated payment processor which inputs the payment information of the guest and credit information which help companies to understand the payment process and handle payment and other tasks like reporting, reconciliations, chargeable and more.
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Element 2 – Hotel reputation
 

	 Hotel reputation is the way to enhance the revenue of the business by trust of the potential clients and their relationship with the past clients. Positive perception within the business helps the business to grow and also helps in maximising the sales and profit (Jalilvand et al., 2017). However there are some of the key elements which help to grow the hotel reputation are location, personnel or staff, gastronomy, technology, marketing and positive reviews will be discussed below
Location is one of the effective elements of any business to gain reputation. When the location is in the prime part then there is a high chance that the people who would be part of the hotel will be from different locations and professions. Hence location also impacts the business reputation from urban to rural. 
Personnel or staff are also vital elements for any hotel reputation as hotel personnel or staff reflect or represent the hotel brand and identity of the hotel . If the hotel staff's behaviour or serving skills are not up to the market then it can impact the hotel reputation by either attracting the customers or visitors or guests or deviating the customer from the hotel due to the internal mismanagement and behaviour.
Marketing also plays a vital part in the business when the market has not been properly done then it impact the the business marketing , production and sales and that impact negative for the hotel reputation (De Pelsmacker et al., 2018)
Positive review is an element of Hotel reputation when a Hotel receives a positive review which helps the hotel to gain reputation from the customers feedback or guests feedback. Hence for any visitor or guests it becomes vital to get proper treatment or services from such a hotel and also behavioural impact (YieldPlanet, 2018).  

	 
Element 3 - Communication
 

	Communication is also the vital element in the hotel reputation and there are various other component in the communication which can impact hotel reputation are 
Networking and channel for communication is connecting the relation between the customer and hotel business. Engaging business with different digital technology where the customer can get more connectivity and will reach to the customer through mobile phone, social media application, television and so on (Foroudi,  2019)
Understanding staff members is an effective communication element for the hotel industry . Connecting with the staff and understanding their staffs help to meet the business objective and help engage the employees to furnish the business objective (Kandampully et al., 2018). Motivation, engagement and rewards and recognition are vital aspects of a hotel to connect and relate with the staff.
Follow up and feedback is another communicating element for the hotel industry to improve the business aspect and positiveness. It is essential to regularly create meeting and follow up improve the business aspiration and objective for long term

	 





Element 4 - Staffing
 

	Staffing is a vital element in the hotel industry and the important element in the staffing which need to be present in the staffing are (S, 2019) 
Motivation is one of the key element which can impact hotel industry staffing to work in the given role
Aspiration within the staffs lead the business into improvement and fulfilment of expectation of the staff
Effective recruitment and hiring is a vital element in the hotel industry. The effective hiring and recruitment in the hotel will have positive impact in hotel organisation (Zeebaree et al., 2019)
Provide training and development is vital for the hotel industry to keep the staff updated and motivated to enhance its career objective (Afsar et al., 2018)



Conclusion
Hence it can be concluded that a property management system is effective for the business to improve the sales and profit through its various software elements and technology. In the hotel industry effective communication , staffing and hotel reputation has a great impact on the overall hotel industry and its people.
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