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	Introduction 
The front desk receptionists are all those who usually stand the whole day long at the forefront position of the desk to meet and greet people, guide them, and inform them about the facilities of the respective hospitality industry (Yusup, 2020). So there must be certain specific skills a person should contain to be a professional receptionist.
My Personal Experience as a Front Desk Receptionist 
Standing at the forefront position is such a challenging task I used to face alone at that moment. People usually think receptionists only have to enter data about checking in/checking out clients. But no! Remaining at the front desk, I learned that a receptionist should have to handle multiple tasks at the exact moment compared to ordinary computer operators. I used to be multi-directional, multi-lingual, and the whole firm reflector at the precise moment, and I found, later on, there are specific skills a front standing personal should possess, which are as follows. 
1- Ability To Stay Calm Under Pressure 
Sometimes customers don't return home happily and occasionally shout at the front desk professionals. So it's the elementary need of the time and moment that the respective person must remain calm & relaxed and help that particular client and fulfil all his/her daily duties regardless of the incident (Hughes, 2016). Since I think every other person, who wants to be at a certain level, must be patient and relaxed irrespective of his/her profession, I used to be calm whenever, no matter how much harsh words the client would use with me.
2- Computer Literacy 
The person must be aware of basic computer skills since it's the digitalized era and everything is now computerized. So the person must know how to make proper documentation, how to enter data, what's the actual usage of Microsoft office etc (Chattha et al., 2020). So that he/she can make reports online directly on the computer since I used to put data on the laptop whenever I welcomed any new guest.
 
3- Communication Skills 
The essential skill a person must contain is communication, since standing at the front desk, they have to communicate and greet every new guest. So if he/she can't talk, then the respective person isn't capable enough to be a front desk employee. Verbal communication is a must to have while standing at reception, as well as written communication skills (Amor, 2017). Anyhow, I used to be multi-lingual as I had to deal with varied personality people at the exact moment.
4- Exceptional Time Management Skills 
The person must be able to prioritize duties, i.e. he/she must be a multi-tasking agent. In this regard, he/she must be able to divide different elements, which goal he/she has to accomplish first and which one later. And this skill isn't only needed in the front desk receptionist, in my perspective, but also in every other person who wants to succeed in his/her life mission. I used to categorize elements on paper, and then I worked on them one by one and marked ticks (Van, 2019). This is an accurate way of doing what is far more essential and far more preferable.
5- Ability to Work Independently 
This is the unique quality every front desk professional must contain. Since they are at that isolated place without any colleague help or direction to follow, any time there might be a problem, any incoming guests could create. And to make them calm and coolly-minded, giving them surety and making them rely on us is the best way to organize multiple stuff independently all together. This is the most significant task for every desk-standing professional (Agmapisarn, 2015). And I remember that I used to be confident enough later on to deal with matters all by myself!
6- Professional Appearance 
Whoever would be getting entered the hotel ballroom, the first-ever person they meet is the front desk professional. So the receptionist must be in such a manner that they must reflect professionalism from every aspect. They are at that moment not standing as a single personality but as a whole welcoming firm (Wahyanti et al., 2018). I remember I used to have ironed my clothes on a daily basis, and thus, after all, I was the only one at the front desk to deal with entering guests.
 
Conclusion 
I personally believe to be at a certain level of Excellency, one must contain certain skills that help one accomplish his/her life goals. Not only should the front desk personnel and receptionist have certain specific features, but everyone must possess some particular skills that take them to the next level of zenith.
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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?


	First of all, I’ll assign the tasks of monitoring the check-ins and outs of the guests to the employees that I would find capable enough by observing their abilities that are related to this tasks.


	I will keep a close eye on these employees and their activities to guide them throughout their duties so that the outcomes of the tasks performed by each and every employee will be the best.
	There should be different employees specifically for the role of scheduling the check-ins and outs of the customers; that’s why, in my opinion, this plan of action would be the best.
	The employees who would perform these duties would be instructed to do the similar duties in case the same situation takes place.

	I will select the employees who are great at making a gentle impression of themselves among people to communicate with the guests in any scenario.

	I will assign a particular task to the employees whose set of skills matches the best to the duty that has to be done.
	People like to be talked with in a respectful manner, and if the employees would show respect to the customers, they would feel valued even after the disruptions.
	I believe that the skills of communication are essential to maintain the reputation of the hotel in the eyes of the customers, so I would guide the employees in communicating properly in future to avoid mishaps in similar situations.



	I will coordinate with the housekeeping team to make sure that the rooms and other facilities of the hotel are ready and available properly to avoid trouble.


	I will ensure the teamwork among the employees of the hotel so that there will be no issues while performing the duties.
	If I would know about the condition of housekeeping in a hotel and their needs to execute their duties, I would be able to make the necessary changes according to the situation.
	I will make sure that the flow of communication between different departments of the hotel is fluent so that it will be helpful in dealing with the similar situations in future.

	I will respond to the problems of the guests staying in the hotel and try my level best to resolve the issue in the least time possible.


	I will encourage the employees working in the hotel and show them the confidence that the hotel, as well as the management, have in them so that they will become highly motivated and perform their duties well.


	Since the hotel industry promises their customers the comfort of home; therefore, dealing with their issues just like our own and showing them sincerity would cast a prominent impact on the mental reputation of the hotel in the eyes of the guests.
	I will train the employees on how to deal with the sudden situations that can occur randomly at any time and train them to keep their calm and make their way out of the distress.

	I will maintain updated records of every activity and transaction of the hotel so that nothing would get misplaced under my supervision.


	When every record is kept safely, there would be no chance of conflict being an obstacle in the operations of the hotel.
	This would be the best fit and effective option because there is no concept of business of any sort without bookkeeping.
	Since this situation has been done once, I will ensure to lead the employees of the hotel into taking the similar steps in future so that there would be no distress under this situation the next time and every duty of the employees could be carried out in the best way possible.





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)


	Property Management System (PMS) is a software that controls the operation of the front desk. When installed to perform tasks in a hotel, it handles the dashboard, management, reservations, etc., of the hotel. PMS has made it easier for the hotels to keep track of the guests checking in and out of the hotel with the availability of accurate time and date, which has stopped the chaotic and troublesome situations from happening in the hotel that often times occurred due to human errors (Moyeenudin et al., 2018). It has also made the system of housekeeping much more efficient as PMS has a feature of mobile housekeeping, which allows the management of the hotel to monitor the duties done by the members of the housekeeping team. In addition to this, PMS is also effective enough to generate the daily reports for the business of the hotel, along with forecasting the future trends of the industry and assisting in working accordingly. Not only this, but it is also very helpful in securing all of the data of the business of the hotel to avoid future difficulties (Pucciani et al., 2015). In other words, PMS enhances the system of the hotel, which uses it and organises it in a much better way, which is simpler for the employees of the hotel as well as the management to keep track of the activities done in the hotel.







	
Element 2 – Hotel reputation


	The hotel industry does not have one, but instead, it has numerous key elements on which the reputation of the hotel is based on. One of those key elements is the location of the hotel; the reason for this is that if the hotel is not located in a reputable area that is approved by or in comparison to all of the other high-standard hotels, there is a high risk of people not being appreciated enough for the services that the hotel offers. Also, because the hotel would be situated in a cheaper area, the public would find it overpriced as well. However, being located in a luxurious area is not enough, as another key element is the behaviour of the employees and the management of the hotel (Yield, 2019). In simple words, every single person associated with the hotel contributes his part in building the reputation of the hotel. The better the management would treat their employees and satisfy their needs, the more efficiently the employees will perform their tasks assigned, and ultimately, the higher the reputation of the hotel will rise. In addition to this, the art of cooking or gastronomy of a hotel is also essential to maintain the good reputation of the hotel. One reason for this is that people usually attach their emotions to the food that they eat, and hence, the quality of the food at the hotel matters a lot. Despite all of these factors being significant for the reputation of the hotel, its marketing strategy cannot be underestimated (Foroudi, 2019). It is because the marketing of brands and goods or services cast a huge impact on the performance of the business of the companies; therefore, promoting the services of a hotel to the correct audience and customers is also a key element for the reputation of the hotel.







	
Element 3 - Communication 


	Communication is a set of skills that is essential for the front desk team of a hotel. There are some key elements of which this skills set is composed, one of which is empathy; the reason for this is that understanding the point of view of the customers of the hotels would help them earn their loyalty and trust it is also the best way of delivering the message to the other person as the sincerity could be seen clearly (Umasuthan et al., 2017). Another essential factor of communication is listening because without listening to others, the hotels in the industry cannot reach to the peak of success because without listening to their employees and the guests of the hotel, they would not be able to figure out the issues that the people associated to the hotel are facing; and hence, would not be able to resolve it (Andy, 2023). It is also significant for the style of communication to be clear enough that it is easy to understand for all of the people addressed in a speech of communication. As long as the conveyance of the message of a speech is not clear, the hotel would be under a great threat of disasters because of miscommunication. In addition to this, one of the most prominent and important rules to follow while communicating with any individual, especially in the hotel industry, is to always keep in mind the respect of the other person. No person, especially a customer staying in a hotel, would not be tolerating misbehave from any employee of the hotel; therefore, it is essential for the employees as well as the management of the hotel to be highly skilled in their way of communication and show respect to every individual (Jawabreh et al., 2022).







	
Element 4 - Staffing 


	To do the correct staffing in the hotel industry possess significant value because if the staffing is not efficient, the operations of the hotel would be doomed to fail, and therefore, there are three most important elements of staffing in the hotel industry that are needed to be considered. First of all, the recruitment of employees should be done in a very effective manner, that only the candidates that are worthy enough of the position should be hired (Ruhaaniika, 2019). Therefore, the other aspect of staffing which is selection, should make sure that the candidate is career oriented and would do his best to serve the hotel and turn out to be an asset to the hotel. Lastly, it is no secret that the perfect candidate does not exist, and therefore, the third component is essential, which is training. By providing training to the newly hired employees as well as the old ones so that their skills could be enhanced much more, the hotel can achieve the best staff that would be playing a huge role in the development of the business of the hotel and improving their reputation. (Dhabuwala et al., 2021).
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