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Introduction
The front desk employees of a hotel play a vital role in maintaining a good environment of the hotel. These employees are also known as guest service employees because their primary purpose in the hotel is to solve any difficulty faced by the guests staying in the hotel and answer their queries. Therefore, I found the duties of the front desk department of the hotel are very crucial as the hotel industry is mainly based on customer service and offering them the comfort of home in unknown places. While studying this topic, I figured out some of the critical skills that need to be at the hotel front desk to make the experience of the visitors better (Ustrov et al., 2016).
Main Body
The first skill that I have identified is the skill communication because the employees working at the front desk of the hotel need to speak with the guests at every step as they are responsible for making reservations, monitoring the checking in and out of guests, and providing them with the best services. Therefore, I believe that the front desk of hotels needs to be very professional and behave formally with the guests (Jawabreh et al., 2022).
Since the world is changing fast and every sector is getting advanced, in my opinion, it is a requirement for the hotel front desk to adopt modern ways of performing their tasks to enhance the experience of the guests as well as simplify their jobs well. Hence, I feel that it is necessary to learn the latest technologies introduced in the industry of hotels. Computer literacy, such as MS Office, CRS, Power BI, and other software, are required skill for the hotel's front desk employees.
Another critical skill that I assume is essential is the organising skills of the hotel front desk. It is evident why the employees require this skill as the reputation and image of any hotel in the industry are built by the level of organising they show in their hotels. The efficiency of the hotel in providing the best service to their customer by paying attention to every single, big or small detail and prioritising their demands on the top is only possible if the hotel's front desk is organised enough to maintain it (Doyle, 2020).
With all these skills, it is also important for the front desk employees to be friendly to their guests, show them enthusiasm and energy, and build a fine relationship with the hotel's customers. Because in my accords, by showing courtesy to the guests, the hotel can leave a positive and satisfactory image in their minds, which would result not only in the increase of the hotel's recommendations but also the revenue generated by the hotel by its profit.
I also believe that the front desk of a hotel should be efficient in problem-solving skills because that is one of the most required skills. The reason for this is that the hotels provide their customers with the facility of staying in a place that is strange to them, or they do not have any other place to stay there. Moreover, it is no secret that many mishaps can occur at anytime, as they happen commonly in people's daily lives. Therefore, hotels should always be prepared for any problem (Huang et al., 2016).
In addition to all these skills, I think teamwork should be presented to the employees of the front desk of the hotel because, without teamwork, no organisation can run their business. And since it is the hotel industry I have been discussing here, it is essential to point out that, to offer the finest services to the customers, the employees need to work as a team just the way that the members of a family do at their homes, because that is the kind of service the hotel industry promises their customers (Shao, 2017). Hence, from my point of view, the collaboration of the employees working at the front desk of a hotel should be very efficient and effective to provide their guests with the best services and, alternatively, the best experience.
Conclusion
In a nutshell, in this report, I have discussed the key skills that are required in the employees of the front desk of a hotel. Since the reputation of a hotel is based on the efficiency and effectiveness of its front desk team, the employees working should be highly informed of their field. These skills are mainly the ones that help the hotels in providing their guests with the comfort of their homes.
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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?


	Lack of communication is the most common problem I see as a front desk associate. 
	I will ensure that phones are properly installed and working in every room. Also, there will be employees available for guests to interact about their needs and requirements. 
Throughout the booking process, visitors will be appropriately guided about prices to ensure no complaints arise. 
	This plan will work effectively because open communication leads to satisfied customers. Both solutions will provide adequacy from booking rooms to guests' departure. Also, it will confirm that communication is proper among staff and clients. 
	The plan for quick resolution towards this problem is through training and equipping the staff. Also, the staff recruited by the hotel will be trained first. I believe training should be any employer's priority to provide guests with the best services. 

	I will also ensure that proper services are mainly given to customers.


	Good services mean giving all services to guests. However, I will ensure this through timely staff asking if they need something. Also, feedback will be taken to ensure that employees take care of guests' needs. 
	This plan will work as customers want their issues to be solved and services to get through successful means; hence it will ensure that all services are adequately given to guests. 
	The plan for this issue is that thorough and trained staff is always available at every team shift. It will help to cater and ensure the best services to guests. However, the team lead will ensure that all people work efficiently. 

	The attitude of employees and hotel staff is appropriate with guests. 
	Attitude is a core component in the hospitality industry. Hence, it helps that guests are treated with smiles and warmth. Hence, employees will be trained in order to treat happily to make guests comfortable. 
	This plan, in my opinion, will work if guests get a good attitude and are welcomed; hence, the hotel's loyalty will grow, indirectly affecting the employees.  
	Further, the plan for this works in hiring. Hence, the hiring of employees will be done who are warm and have humble behaviour. Also, another plan is feedback will be taken in order to ensure that employees are behaving appropriately or not. 

	There is slow or no Wi-Fi in the room.

	This problem will be solved through proper Wi-Fi installed, and it will be checked if it is working after every check-in and check-out of guests. Also, when any guest arrives, directions about Wi-Fi will be directed thoroughly to ensure that guests get Wi-Fi services. 
	This plan will ensure that Wi-Fi is properly connected through the technical term and that its information is given at check-in only. 
	The contingency plan for this problem is to ensure that the technical team is always vigilant to correct this problem if any issue occurs. 

	The quality of food and beverages could be better. 


	The food and beverage quality is ensured when delivered to guests. It will be used with the correct expiry dates stamped on the packaging. If the food and beverage are expired, they will be trashed. Also, taking regular feedback from guests is essential for food and beverage quality to help ensure proper quality food is provided to guests. 
	I believe that this will ensure that proper quality food items are served to people, and this plan effectively guarantees that food and beverages are not expired or of bad quality. 
	The plan for this problem is to keep records of the dates of food and beverage when delivered and their expiry and keep track of it. 



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 property management system is also known as PMS. It is defined as managing all aspects of hotel business operations to give clients a good experience. Also, a hotel PMS enables hoteliers to deliver excellent guest experiences and satisfaction. Further, it makes hotel work easier to perform as manual work is all shifted on this technological system. A hotel PMS is used for various functions such as check-ins and check-outs, booking, room provision, running room prices, and reservations. All actions, as mentioned above, are endeavour and time taking; hence the main aim of this modern (Cloud-Based) PMS system is to hold hotel leaders and their staff some time and money (Parvez et al., 2018). Hence, this system is helpful as it eliminates time-consuming, paper-intensive procedures. Therefore, it helps to increase housekeeping efficiency also through updates on mobiles. A PMS is also valuable in updating guests' information and maintaining profiles of guests. The main benefits of this system are security, data accuracy, management of revenue, employee productivity and engagement, and improved guest experience. The system's essential elements confirm that the hotel company procedures are appropriately performed. Thus, this system indirectly benefits customers as the guest venture is increased as hotel staff embraces the client's needs and requirements while also handling different hotel functions. This system has eliminated the traditional way of dealing with certain practices, and rather than dealing with numerous hotel management system problems on the computer, the technology handles them effectively (Bardi, 2021). 


	
Element 2 – Hotel reputation


	
Hotel reputation is defined as the image or views of different individuals about hotels or any particular hotel. Further, it is essential to manage the hotel's reputation, which engages customers and decides customers' final decision to stay in the hotel. Hotel's reputation mainly sees how customer loyalty toward a hotel is created or established. Hence, a hotel's reputation is based on all these factors, including service quality, value, customer satisfaction, customer dedication and customer loyalty (Lai, 2019). Nowadays, the concept of hotel reputation is linked with how any hotel works hard and manages its hotel in order to handle numerous challenges and improve them to lure clients. Along with this, in the 21st century, social media platforms and online websites play a core part in deciding any hotel's reputation. Hence, hoteliers pay attention to enhancing their hotel image through all means possible (Ajanović and Çizel, 2015). Therefore, hotel reputation management is essential for hotels. Thus, managing and impacting perceptions online make a hotel's reputation possible. Hotel's reputation can be traced through review sites, posting and social media. Reputation is an enormous concept for the hotel as it destroys or makes any hotel's success, revenue and loyalty. It helps to build and further maintain the association between hotels and their clients. A positive perception and view should be entailed for a hotel to confirm that new and old customers' wants to stay in a particular hotel. Thus, the hotel's reputation builds or fails hotels which determines customer's decision to visit and stay at the hotel (Shafiee and Tabaeeian, 2022).


	
Element 3 - Communication 


	
In the hospitality industry, communication holds a high significance level as many tasks are fulfilled through communication. Communication skills are needed in employees to make guests' experiences wholesome. It results in customer loyalty, boosted business and, ultimately, the hotel's success is determined. It is essential to communicate effectively with guests, clients and employers. Further, many hotels train staff, teaching them how to interact with guests warmly. Good communication skills make the guest experience worthwhile because it shows that guests are heard and valued in a hotel. Also, if one has a high mastery of verbal, non-verbal and written communication, that person (or employee) executes good communication and interaction with different individuals in the hospitality industry (Hegner et al., 2021). With regards to communication, the hotel can prevent misunderstandings, miscommunication and disruption in the operation of any hotel through clear and concise communication among employees. The main benefits of communication in a hotel include producing strong associations, vend with challenging circumstances, understanding employees' needs, creating a positive work atmosphere and attracting more customers. Hence, with the above benefits, communication is needed to handle internal operations as well as clients. Therefore, in order to give services to clients, communication comes in handy to enhance customers' ventures during their visits. Hence, employees must appropriately convey their messages to guests, comprehend their necessities, and deliver them with further assistance if needed. The triumph of a hotel repeatedly is based on its ability to provide excellent customer service through all means (Lee and Oh, 2014).


	
Element 4 - Staffing 


	
Different hotels are required to keep staff and employees in order to provide services to their guests. Thus, human activities are required by the hotel. Those activities are performed by staff in groups or teams, which take place in different shifts led by different team leaders. Thus, two groups of staff perform services in a hotel. The first group have operating managers from the line department who are responsible for giving instructions and commands and belong to the front office, food and beverages, housekeeping and Engineering/Maintenance departments. Correspondingly, the second group embraces specialists in the staff department who belongs to purchasing, human relations and accounting department. Further, employees should be empowered to provide good services to the hotel and its clients. Further, proper staff recruitment is essential (Kele et al., 2017). It is argued that shift work in any hotel is integral to ensuring the working timing and days of the labour force. This industry involves temporary contracts, inconsistent working timings, keeping short breaks in consideration, and unstable economic positions (Seibt et al., 2015). Further, the human resources department plays a vital role in hiring people. They create a job description which is defined as cataloguing salary, requirements and job responsibilities for the new hiring. Therefore, the success of every hotel is based on the will of the employees operating and also conforming to the hotel's goals. People from different backgrounds appear to perform the job but need training initially in the hospitality industry (Olimovich et al., 2020).
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