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	The report aims to describe the key skills that are needed to work at the hotel's front desk. Also, to create an action plan by answering the questions. The global demand for services related to hospitality is also increasing. If the invisible adequately possesses hospitality experience and transferrable abilities, the person is accountable for building a strong career in guest services. Strong interpersonal and communication skills were also necessary for those working in the hospitality sector. They must also possess great problem-solving skills. The hotel's front desk personnel are in charge of ensuring that each visitor enjoys a positive stay (Abdeen et al., 2022). The normal guest check-in and check-out process includes taking accurate reservations as well as other types of tasks. 
Different types of skills that are needed to work at the hotel's front desk are stated below.
Communication
These are the essential abilities of the hotel front desk and guest service staff. It is also advantageous that they talk properly and keep a nice tone because they are communicating with the guest all day long on the phone and in person. Greetings, spoken communication, and formal adherence to procedures are all examples of communication skills (Abo-Murad and Abdullah, 2019). 
Composure
The person working at the front desk has the responsibility of serving many guests at once while also demonstrating their ability to multitask. A good worker maintains composure under extreme stress. It also displays how the employee can juggle many responsibilities while still being helpful to guests when the hotel is really busy (Busulwa et al., 2021). Flexibility, professionalism, stress management, and many other qualities were among these skills. 
Computer literacy
Working at the front desk necessitates the use of computers to correctly maintain records, process payments, and finish tasks. On the other hand, even if a person is not required to be an expert in the field of technology, they must know how to use a computer. The organisation is in charge of learning the new software and must feel at ease using the hotel's current software. Microsoft Office, payment processing, the central reservation system, and many other sorts of computer literacy skills are just a few. 
Friendliness
When someone enters a hotel, the front desk employee is the first person they see. Also, the front desk staff member must be very friendly and the good guest services staff member must appropriately grade each visitor with a smile and polite words (Garca-Rodrguez et al., 2020). Customer service, zeal, guest relations, interpersonal skills, and positivism are among the key competencies. 
Organisation
The front desk staff members constantly multitask while still having the duty to take calls, read visitors, and check customers out. On the other side, front desk employee who is adequately organised can prioritise, pay attention to detail, manage their time effectively, and select other tasks. 
Problem-solving
The visitor will bring their issues to the front desk employee initially. In a similar situation, a simple issue like asking for a restaurant recommendation or another one like it could be this type of issue. To work at a hotel front desk, a person must be adept at solving problems, which is a crucial talent in the hospitality sector. For instance, despite the challenging circumstances, a person can still give the guest a positive experience and get a positive review for the hotel if they respond quickly and creatively to problems. Problem-solving abilities come in many different forms, including analytical, creative, troubleshooting, customer service, and many others (Goh and Baum, 2021). 
Sales skills
Although they are not salespeople, the front desk staff is responsible for promoting specific hotel services and making other ideas. Also, they have a duty to encourage visitors to appropriately book opulent and pricey rooms in order to better meet their objectives and stick to their budget. In order to properly market the goods and services, the personnel in guest services must also be at ease (Koo et al., 2021). A variety of sales talents include advertising the facilities and services as well as discussing the cells and promotions. They can also remember customer programmes and give details about hotel offerings.
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Component 2
	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 can understand that to ensure the accurate representation of the hotel there has to be proper performance regarding administrative duties in relation to the guests visiting the premise which keeps the requirements fulfilled more effectively (Hussein Al-shami et al., 2022). 
	The focus has to be more on filing as well as updating records which has a significant value to the guests' overall data since the operations are more likely to be panned out when a proper set of data are present which also emphasizes my understanding about the guests. 
	The records that are generated after interactions with guests can not only just helpful for the selected guests but combine these informations with others to organise the activities on that basis which can be found much more effective (Ojino et al., 2022). 
	The filing has to be more effective with the help of technology tools because the traffic at the front desk does not allow the time to be more interactive with guests for long periods and the assigning of filing to different individuals makes more time to update the system. 

	It is my general idea that communication skills are very much important for maintaining the overall interaction with the guests so that it not just only satisfies their needs but also focuses on representing the hotel well. 
	Communication can be appropriately done when communication is done with both guests and colleagues which creates an organised pattern where the guests approach with a bunch of queries whereas colleagues help out with the solution part whenever there is confusion. 
	Communication skills are highly effective as a plan because it is the general medium for creating interaction and helps boost the level of understanding so that the chances for confusion mitigate among the guests and they find it impression on behalf of the behaviour of the hotel (Scarinci et al., 2022). 
	Communication has to be improved with the help of maintaining a proper set of dialogues with superiors as well who are more experienced and helpful for meeting the activities significantly without wasting any necessary time. 

	I will focus on being proactive which is an important major that has a direct relationship with representing the hotel among the guests since it holds significant value for a unique experience that they can feel (Tavitiyaman et al., 2022). 
	The operations can be maintained starting with proper body gestures like providing a decent smile with follow-up questions about their requirements and being suggestive in nature which deals with the situation more advanced and can be appreciated by the guests. 
	It is the common understanding that when proactive attributes are implemented then the creation of a strong relationship can be built with the guests as they can sense that the professional knows about the relevancy of what is been talked about. 
	It is very much important also that the guest is been properly listened to even though the idea can be made about what their requirement might be listening helps to get more accurate information without assuming everything and the guests feel more cared for. 

	There is a crucial requirement for me to implement attention to detail as my key skill set for making sure of the satisfaction of guests with a very accurate experience and representing the hotel on a much higher level. 
	The general process has to be done with all the matters which require proper focus in the midst of other activities like relaying information to management by taking significant queries via phone or personal interaction with a pattern of no errors. 
	The attention to detail can be much more effective because it allows one to be specific about the risk with concentrated attributes and patterns that are easily done to resolve problems (Taylor et al., 2022).  
	The improvements in the plant have to improvise with the attention that just not focuses on listening to guess but also monitoring colleagues to either learn or help them with the activities which enhance the productivity level in short term as a whole. 

	There has to be an emphasis on interpersonal skills which are focused on avoiding a spectrum of behaviours as well as techniques that are aligned towards representing the hotel in the right manner (Vo et al., 2022). 
	There are a lot of times when the situations at the front desk get excessive on a single individual like complaints from guests while dealing with the booking formality which is when roles are required to be separated for proper teamwork
	The interpersonal skills are effective because the proper set of attitudes towards managing the yes and dealing with colleagues are significantly maintained (Yu et al., 2022). 
	It can be seen that during intervals colleagues can be given suggestions as well as take some to mitigate the issues observed by one another and save time continuing those mistakes to boost performance (Wei, 2022). 




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 the software that leads to facilitate hotel reservation management as well as conducts administrative tasks. The most beneficial function consists of front desk operations, channel management, reservation, housekeeping and many more. The property management software is responsible to control the reservation along with the financial transaction and it genuinely allows the individual to properly manage housekeeping and perform human resource management appropriately (Parikh and Dutt, 2022). From a general prospect, the property Management system is responsible for facilitating the major processes within the hotel related to external and internal operations. The prospect of innovative solutions properly paved the way for the hospitality industry. 
The hoteliers properly looking for innovative solutions like self-service check-in as well as digital payments. Most of the big players implemented smart technologies on the basis of the internet of things infrastructure and different types of legacy systems are also provided properly in the prospect. The legacy property Management system software is responsible to perform one function and it requires additional modules that are responsible to integrate with the necessary hotel management software (Russen et al., 2021). The hotel property management systems are genuinely used by the big hotel change along with the small hotels. With the help of the system, the hotels can see the booking status of rooms as well as control the reservations. Moreover, the functionality does not end properly and the hoteliers are responsible to manage the back office processes along with the food and beverage services.

	
Element 2 – Hotel reputation


	In order to run a hotel staff and different types of moving parts are there to run the hotel business. The individual is also required to think about marketing and they must be focused on social media properly. In a similar context, the proper reputation of the hotel industry is properly managed by improving its image appropriately. Businesses with a bottomless budget are responsible to bring in the organisation to micro-manage everything from communication to anything (Smart et al., 2021). The contacts of deputation management are also beneficial for most businesses, especially hotels. Reviewing the sites is stated to be a major concern and it constantly evolves the roster of alternatives. The individual within the hotel industry must be aware of the customers and it is also responsible to increase the repetition of the organisation. The individual also has a good amount of control over them and they are also required to understand the aspects appropriately. 
In order to increase the reputation of the organisation, the individual of front desk operation must be able to respond in the stipulated time and it is a beneficial factor to improve the bad review. It is also demonstrated that reviewing the sites should be stated to be the major focus. On the other hand, this is also stated with the valuable source of hotel feedback and different types of harmful comments will actually damage the reputation. Social media also became a broad prospect and it is almost impossible to see everything that is stated it is also demonstrated to be the prospect of social listening (Xiang et al., 2022). A quick response will be provided that helps the customer to solve the issues and the hotel quickly solves and provide answers to the customer's problem that never tag them directly in the post.

	
Element 3 - Communication 


	The entire hospitality industry genuinely relies on the individual more than technology in order to deliver a positive guest experience as well as to state the standards of services. In a similar context, some countries largely depend upon tourism as well as hospitality and it also acts as the catalyst for economic growth and development. The most beneficial aspect of the success of the industry is effective communication both externally and internally. In order to increase communication within the hospitality sector different types of elements are also needed properly (Xu et al., 2020). Listening to the customers is beneficial context. On the other hand, listening to the customer is not just about acknowledging the complaints as well as picking up the phone or properly catering to the demands at the front desk. The context of effective communication in the hotel industry genuinely starts with active listening and this means that not only have to listen to the customers but also try to connect with them. The aspect of listening genuinely involves close attention to the requirement and understanding and also delivering a personalised experience. 
For properly delivering exceptional services, the individuals are also required to identify the context appropriately. The voice is stated to be the reflection of expectations and emotions and it is also beneficial to identify the voice that is directly related to the hotel's success. It is also able to make the guest feel hard and communicate in the same voice that helps the individual to create a relationship with them. In order to build communication within the hotel industry, it is also beneficial to focus on the guest experience.

	
Element 4 - Staffing 


	The major elements that are needed to increase staffing in the hotel industry include providing a proper commitment and having great people skills. In order to become successful within the hospitality industry and increase staffing, the entire mindset of the individual must be ensured the satisfaction of the guest. On the other hand, the individual is responsible to communicate with everyone in a polite and conversational manner to increase the staffing prospect in the organisation (Yacoub and ElHajjar, 2021). The action plan has also been demonstrated properly in the report. The major elements that are required to address the four major elements of hotel operations are also stated with ample information in the report. 
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