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Introduction
Every employee must possess a definite set of skills that will allow them to carry out their allotted tasks. This applies to every industry, especially the hospitality industry. It allows for determining the quality of service that the approaching customer receives. The industry is all about customer service and therefore employees must possess skills to provide excellent customer experiences.
Key skills required to work on the hotel front desk
Adaptability skills
A worker in the hospitality industry will undoubtedly need to possess adaptability. As opined by Lee et al., (2022), this competence is necessary in the dynamic, fast-paced world to deal with sudden, often unpredictable events. As a hospitality worker, I constantly need to be flexible to provide my clients with exceptional service and a positive experience. For instance, in the course of my duties as a front desk receptionist, I might come into a scenario in which a visitor's flight has been delayed and they would be coming much later than anticipated, asserts Huang et al., (2021). To ensure that clients get a smooth check-in experience even at a late hour, I may postpone their room reservation as a result. Being adaptable in such a situation means that I will be able to handle it efficiently ensuring that the guest experience is not impacted negatively in any way possible.
Time management skills
According to Gregg (2018), time management is a key competency for everyone working in the hospitality industry. It is necessary because there is always a need to supply clients with effective services. My ability to prioritise tasks and meet deadlines will depend on my ability to manage my time effectively. Time management is very significant for front desk receptionists. I need to be able to manage time to ensure that I provide exceptional service to guests even when there is a high volume of check-ins or check-outs. For example, during peak hours, I need to manage my time carefully to ensure that I am checking guests in and out while also addressing any concerns they may have (Sun et al., 2020). If I do not manage my time effectively, customers might become frustrated which will directly hamper the hotel's reputation and the quality of service provided to them. The best strategy for managing my time would be creating a schedule for my task and delegating them to other members whenever necessary. Preparing in advance for busy periods by having all the necessary materials and equipment is also another great strategy for being readily available.
Technical skills
A front desk receptionist in the hospitality industry also requires proper technical skills for providing efficient services. As opined by Ivanov (2020), the use of reservation systems serves as a notable illustration of the significance of technological abilities. To effectively handle guest reservations, I need to understand how to create new bookings, edit current ones, and cancel bookings using the reservation system. I will be able to access guest information, see room availability, and manage numerous bookings at once if I am skilled at utilising the reservation system. Additionally, I would be able to employ customer relationship management software to track customer performance and requests as well as point-of-sale systems to handle payments from guests. Having a strong grasp of technical tools will enable me to provide a seamless guest experience which is crucial to the success of any hospitality business. Alexakis and Jiang (2019) claim that technical skills can also come of great help to streamline operations and reduce human errors. For instance, automating the booking process through a reservation system will reduce the risk of double bookings. This not only saves time but also enhances the overall guest experience.
Conflict management skills
Conflict management skills are essential for the day-to-day activities of a front desk receptionist. Conflicts may arise at any moment between customers or between employees, and it is my responsibility to resolve them effectively (Vukić et al., 2018). The skills are important because they will allow me to maintain positive relationships and manage them while minimising the negative impact of the conflict. When a customer becomes frustrated because the room was not ready in the promised check-in time, I can use my skills to actively listen to their concern, empathise with their situation and find a relevant solution to meet their needs. For example, I could apologise for the delay and offer the customer a complimentary drink while they for the room to be ready. As stated by Curcija, Breakey, and Driml (2019), I could also contact housekeeping to prioritise the customer’s room so that it would be ready as soon as possible.
Conclusion
A proper set of skills is essential in the role of a front desk receptionist. Having good skills will allow me to fulfil my duty and have a positive impression on both the core management as well as the incoming guest in the hotel.
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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 will contact the assistant manager to get information regarding the arrival and check-in of any important guests.

	I will be prepared for the arrival of any significant guests at the hotel. This is necessary to avoid any confusion. The housekeeping and the restaurant section shall be alerted throughout.
	The assistant manager is aware of the schedule of the manager (Davronov and Ismatillayeva, 2019). This enhances understanding of all of the tasks of the day. Information about the arrival of any special guest shall help the hotel prepare for the same. This is an effective strategy which shows the competence as well as quick-mindedness of the staff.

	Making use of the records to get information about the arrival of guests.


	I will look for any appointments that were scheduled for the day.

	I will ensure that the appointments scheduled are postponed or cancelled in the absence of the manager. This shall tarnish the name of the hotel.
	Postponing or cancelling the appointment schedule with the manager is an effective strategy to avoid any confusion. This is important to show respect towards the time and effort of the other parties. 

	Automated emails send to parties for the cancellation and postponement of the appointments.


	I will take the help of the front desk team to assist me while I am busy catering to the absence of the manager.
	Asking for the help of the team will enable me to invest time in managing other departments (Gebbels, Pantelidis and Goss-Turner, 2020). Teamwork will ensure that all the matters are looked into.
	The absence of a manager is a busy day for the front desk associate. There are times when I will be responsible to leave the desk to give attention to other tasks. Seeking the help of the team members is an effective strategy for attending to the guests at the front desk.

	Application of digital software for the division of responsibility effectively.

	I will enquire about any special requirements of regular guests.

	Providing excellent service to the guests is the purpose of Cross Hands Hotel. Guests often have special requirements. Catering to the needs shall present the hotel well to the manager.
	The regular guests are the consumer base of the Cross Hands hotel. Attending to the special requirements of the guests denotes the quality of service provided by the Cross Hands hotel. This is an effective strategy to make the guests feel acknowledged and welcomed.

	Making a note of the special requirements of guests on the hotel record.


	I will seek the help of the service team to address any complaints and grievances of the guests.
	Addressing the queries on time avoids complaints and confusion.
	One of the effective strategies of the hospitality sector is addressing the queries on time by competent staff (Buhalis and Moldavska, 2021). This ensures that the guests are catered to well fostering the brand's reputation.
	Asking the housekeeping and the service team to be more alert to address the queries of the guests.




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, popularly known as PMS denotes the specific and special type of software program which is utilised by hotel organisations to effectively manage the operational processes of accommodations as well as deal with various aspects of organisational residential rental properties (Contributor, 2019). The organisation Cross Hands Hotel, Llanybydder SA40 9XP needs to make the perfect utilisation plus application of this software program for the sake of successfully managing the accommodation and other operations of the hospitality organisations. There are some crucial elements which need to be considered carefully to successfully use this software application. Those elements are reservation handling, the check-in and check-out of customers, front desk process management, management of customer data and information, channel management, housekeeping management, back-office management, revenue management, management of services, billing, preparing invoices, and so on. For considering such elements a cloud-based model is required to be implemented. A multifunctional front desk is also required in this respect. Its clever calendar-like design makes it easier to navigate and gives the hotel better control over all reservations, costs, and room statuses. With only one click, the Cross Hands Hotel, Llanybydder SA40 9XP hotel can add or modify reservations, personalise room information, keep a record of all check-ins, or lengthen the client's stay. For the sake of using this program all of the reservations need to be managed properly which will be facilitated by the above-mentioned multifunctional front desk. The customer data and information also become easy to manage and kept with proper safety using this property management system. In this way, such factors need to be taken into account by Cross Hands Hotel, Llanybydder SA40 9XP hotel while operating this program.

	
Element 2 – Hotel Reputation 


	Cross Hands Hotel, Llanybydder SA40 9XP hotel needs to consider some things to manage the reputation of the hotel. In terms of internal factors, the hotel needs to increase the overall ambience of the inner atmosphere of the hotel to make the customers feel relaxed and satisfied. Besides this, Cross Hands Hotel, Llanybydder SA40 9XP hotel needs to have a skilled organisational workforce who will be able to provide satisfactory services to the customers. The staff of a hotel majorly determine the reputation of the hotel. The customers, if they find the hotel staff’s behaviour good and pleasant, will genuinely provide five-star feedback for the hotel. Besides that, the hotel also needs to maintain the quality of services. The hotel needs to make the internal atmosphere clean and tidy, and make the service quality and atmosphere quality the best. Such aspects will improve the hotel's perception of the consumers and guests in an effective manner. In contrast, the hotel needs to manage equality and diversity within the organisation to improve the staff perception and custom reception of the hotel (Luke, 2023). On the other hand, the hotel may undertake some initiatives towards serving the needy people or may invest funds in charities, NGOs, and so on. It may also make initiatives towards environmental protection. Such initiatives and approaches will automatically enhance the reputation of the hotel. On the other hand, the hotel also needs to be active on social media platforms to monitor customer reviews and make necessary modifications. Such actions will improve the organisational reputation. Therefore, Cross Hands Hotel, Llanybydder SA40 9XP hotel needs to consider the above-mentioned aspects as well as elements to maintain and increase the reputation of the organisation. 

	
Element 3 - Communication


	Communication is one of the most crucial factors which must be maintained within the organisation. Without effective communication, none of the organisational operations will be completed effectively. Communication is the only way to share and convey messages, ideas, emotions, information, and so on through using proper channels (Radovic Markovic and Salamzadeh, 2019). Hospitality organisations must carefully monitor that communication is effectively maintained. Just like every hotel-based firm, Cross Hands Hotel, Llanybydder SA40 9XP also needs to carefully monitor that communication is maintained within the organisation properly. 
In terms of maintaining communication with the customer, Cross Hands Hotel, Llanybydder SA40 9XP needs to be active on various social media platforms such as Facebook, Twitter, Instagram, and so on. Nowadays social media platforms have become an effective way to connect with people in a global range (Social Media, 2022). Through using social media platforms Cross Hands Hotel, Llanybydder SA40 9XP can connect with customers at a global level and maintain its communication with them regularly. Besides that, using other ways such as e-mail, and text messaging will also enable the hotel to maintain and retain communication with the customers.
On the other hand, in terms of maintaining communication with the organisational workforce Cross Hands Hotel, Llanybydder SA40 9XP can make the utilisation of a variety of ways. For instance, Cross Hands Hotel, Llanybydder SA40 9XP can arrange meetings to engage staff over a specific period to maintain sustainable communication with them. In addition to this, Cross Hands Hotel, Llanybydder SA40 9XP can also foster a staff satisfaction survey or feedback survey over a specific period to connect with the employees and retain plus maintain communication with them regularly. Some organisational events or programs can also be arranged to communicate with them. In these ways, Cross Hands Hotel and Llanybydder SA40 9XP can maintain communication with the staff and customers both of which ultimately result in business development.  

	
Element 4 - Staffing 


	The organisational workforce is the backbone of the organisation. Without having a proper workforce none of the organisations can get success. Therefore, every organisational firm focuses on maintaining an effective staffing system within the organisation. Just like every organisation Cross Hands Hotel, Llanybydder SA40 9XP also needs to carefully monitor its staffing system. There are several factors which need to be considered while performing staffing for the organisation. First of all, the proper planning of manpower requirements needs to be done. After that, according to the plan, the vacancy advertisement needs to be released and the recruitment of effective and skilled employees as per the vacant position needs to be done carefully. After recruiting, it is also monitored that they are providing satisfactory compensation, bonus, incentives, and so on. On the other hand, in this context, providing training and development sessions equally needs to be considered carefully (Staffing, 2019). In addition to this, promotion and appraisal are also crucial factors which must be taken into account in the case of staffing. Hence, Cross Hands Hotel, Llanybydder SA40 9XP needs to consider the above-mentioned factors while performing staffing within the organisation. 
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