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[bookmark: _Toc128090282]Introduction. 
The hotel front office is a very important role in the department of the hotel. This department is crucial to the entire industry of hotel management because this department serves as the face of the industry. The front office is the representative and also serves as the first impression of the hotel this department functions as the guide providing hospitality to the guests or the visitors of the hotel, they are the ones who make direct contact with the customers or the visitors. They are the ones who assist and carry out the task of reservation, services of the guests, check-ins and check-outs, financial management, foreign exchange inquiry, and more. Not only does the front office department manages and operates hotels, but it also operates in aviation centers, hospitals, and so on. The front office is often called the nerve center of the field they operate in (Bardi, 2021). The purpose of the entire report is to discuss the key skills that are required to work at the hotel front desk, in the first component, create an action plan format for the scenario provided in component two, and lastly, describe the key elements that are required when considering the four elements of hotel operations in component three. 
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Component One:
What are the key skills required to work on the hotels front desk? 750 words (+/- 10%)
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Hotel front desk staff are generally known as receptionists, and they assist guests or visitors with tasks such as guiding them with booking or reservation, check-in and check-out, financial matters, telephone, and other such series of actions (Linh, et al., 2022, pp-7). They are the ones that come into direct contact with the guests visiting the hotel and hence they have a huge role and also a responsibility to play as a representative and as the first impression on behalf of the entire hotel. From the discussion here, it is clear that the task of a front desk staff is challenging and hence requires a set of skills to carry out the tasks effectively. They may face certain circumstances and consequences that are very critical, also it is a sure thing that they are going to and will face customers or guests with different behavioral patterns, some kind and some rude, and also guests who do not have the same language as they speak, and this can be one of the most challenging things. Starting off with the skills the hotel front desk staffs need to equip with are primarily the ability to communicate with the guests and the primary language that is required is the language English. This is so because the language English is known to be the universal language communicating in English is suggested in order to accommodate the rising needs of international tourists (Rao, 2019, pp-69). Listening skills are also a major need for the task and the role of front desk staff, but this skill has been reported to be one of the problematic skills, and this is because some of the guests or sometimes even the staff’s level of the language or the understanding of the language are not good enough to pick up the accents and hence sometimes, fail to understand (Cheng, 2021, pp-87).
Communication is the most important skill that is required in playing the role of front desk staff. There are also other skills that are necessary to bring about an impressive role at the front desk office. Creating a proper personal image should be something that should be taken into consideration. To be presentable to the best is the first and foremost impression in the minds of the guests visiting the hotel and it is what defines whether the guests or the customer will have a customer selection of the experiences they have come across. The front desk or the front office staff should be able to use technology. To possess a skill of technical knowledge and technology use is crucial to the time today and this is because everything that is operated is done through the computer and also the new technologies that have come up. The front office staff must be aware of the ways of using these technologies to effectively help and assist the customers visiting the hotel (Sousa, et al.,2019, pp-113). The other skill that is required by the front office or front desk staff is skill or organization which means being able to handle a series of actions that requires specific and proper attention. Problem-Solving skill is one of the most important skills that is required by a front office or a front desk staff. this skill is important because most of the tasks that the job demands are to solve issues that the clients or the customers are facing and hence it is necessary for the staff to have or possess the problem-solving skill (Fitriani, et al., 2020, pp-57). Patience is another skill that the front office or the front desk staff must possess. This is because dealing with customers can be a hectic job and also requires a lot of patience to deal with the difficult situations. Other skills that are required is the skill of adaptability. The job of the front office or the role played by the staff of the front office is to be adaptable on by the clients, guests or the customers, and if the staff who is in the position of the role is no adaptable enough, then the post that he or she is in does not fulfill and is not justified. Therefore, these are the basic key skills that are required by an individual to work in the position of the hotel front desk. 



[bookmark: _Toc128090284]
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?


	To make the hotel presentable, I will strive to communicate with the customers or the clients well and assist them with their needs and requirements and provide them with the best services. I will need to have patience and also listening skills. 


	To operate and run the shift smoothly there must be a bond of a good relationship. I will try to build strong relationships and cooperate with the team and strive to run my shift smoothly.
	I consider my plan most effective because I believe that I will be able to manage the plans well and implement the plans or the tasks that I have. 
	I could conduct or even attend classes of skills that are required for the post.

	To present the hotel well, I will implement the use of technology and strive to improve the online reviews about the business organization, have a strong social media presence, as well as optimize channels (Ivanov, et al., 2020, pp-522). 


	Also, the use or implementation of the latest software is required as this helps in recognizing that all the things are being managed properly in the business organization (Dogan and Vatan, 2019, pp-383). 
	 The task that I have planned are well equipped with the factors that will also benefit the hotel and the business organization as a whole.
	I could have, without fail, offered to the customers a welcome gift so as to gain their trust and impression.

	I will put effort to know my clients and customers before they arrive at the hotel, also, I will try to provide the customers with offers that are exciting, like providing them with vouchers, and also services like pre-arrival emails or messages. 


	The most important factor that helps in running the business organization smoothly is managing time. I will try to keep track of the tasks that I do and manage my time well and hence run or carry out the operations smoothly.
	 I have considered planning all the key elements and the skills that are required to produce a satisfactory service as a front desk staff.
	I could also offer the customers who were leaving a memorable gift so that they do remember the service which has been provided and would come back for more.

	Provide the guest or the customers with the best-equipped services. I will encourage my customers, hold training sessions regarding the latest customer care trends, and also introduce the employee of the month program. 


	The other way of operating the operations smoothly is to understand the needs of the customers as it is the most crucial thing and also my role to understand the needs of the customers and provide them with the services. If this is done, then the task will be much easier and the operation will eventually run smoothly. 
	 I understand the needs and requirements of the customers and what could be expected by the customer from the business organization, the company, or the hotel as a whole, and therefore, I will be able to effectively fulfill the needs of the customers.
	I could provide the customers with the best quality services and also provide these without any biases and with patience.

	I will also strive to connect with the customers even after their stay, by asking them for feedback, asking for a review, getting, get in contact quickly, addressing complaints quickly, and professionally, and offering a welcome or a goodbye gift, and last but not least targeting the offers (Rita, et al., 2029, pp-105).


	Keeping track of the operations of the hotel or the business organization and also the review of the social norms. Also, in addition to this, I will also keep proper records of the management of the hotel during my shift, hence making the tasks that I need to cover easier and smoother.
	I am well aware of the role and responsibilities of the role that I am supposed to be playing and I believe that I will be able to deliver the plans well enough to bring to the organization a good reputation.
	I could also implement the use of an assistant robot or AI to guide them through the room and utility services and also use them to provide and serves the customers with meals in the hotel too (Abdeldayem and Aldulaimi, 2020, pp-3869).
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Component 3. 
	
Element 1 – Property Management Systems (PMS)


	 Generally, the property management system can be defined as a software of application for the purpose of operating hospitality accommodations as well as commercial residential or rental properties. A hotel property management system is software that helps in the process management of all the administrative processes in the hospitality business (Bardi, 2021, pp-40). This is what streamlines the operations of the front desk as well as the back office. There are certain keys or key elements that are required to consider the property management system, as well as look after the process of reservations, revenue, and the management of customer relationships, channels, and more. This section of the report will critically point out the key elements that are required to consider the property management system. Firstly, the hotel reservation system is considered indispensable for the travel and hospitality business as most of the reservations come online (Raj Omar, et al., 2020, pp- 37). This is what allows the hotel managers to handle the online reservations and the management of the availability of the rooms and the information effectively. The other key element that is required to consider in the hotel property management system is the front desk and room management. This is a crucial part of the business, as it serves as the first impression and as a representative of the entire business organization (Alkhodary, et al., 2022, pp-27). Another key element is channel management, which is known to streamline the sales and marketing of the business organization. This key element offers the features of booking the channels of management, pricing according to the season, availability of rooms, the change of rates, and also the discounts that are available. Other key elements can consist of direct distribution through the online booking engine, revenue management, and strategy.






	
Element 2 – Hotel Reputation


	Reputation is a big deal when it comes to the industry of hotels and hospitality. Small carelessness and misbehavior can lead to a big downfall to the entire reputation of the hotel and also impact the revenue of the business organization as a whole. The reputation of the hotel is all about influencing as well as monitoring how the hotel is perceived by the customer and also online. To maintain the reputation of the hotel as a whole and also o maintain the reputation of the business organization as a whole and to keep receiving updates on the customer experience about the services provided by the hotel, they must stay active on social media, this is because social media is a platform that showcases the updates and the services that the hotel provides and hence, this way the hotel can maintain its reputation this way (Shin and Choi, 2021, pp-9470). Engaging with the customers can be another way to maintain the reputation of the hotel. Interacting with the customers or the clients of the hotel and keeping in touch with them can be a great way to maintain a good customer relationship and hence maintain the reputation of the customers at the same time. The other way of maintaining the reputation of the hotel is to optimize the website, this means that the company website or the website that the hotel has must be easily available on the search engines so as to be easily discovered by people. Investing in digital marketing is also a great way to maintain the good reputation of the hotel or the business organization (Pollak and Markovic, 2021, pp-77). This element that is considering the hotel’s reputation critically aims to make sure that the business organization is not lagging behind on anything, and also focuses on providing the latest information about the business organization to the customers and also the employees, hence maintaining an impressive way of representing the business organization. 







	
Element 3 - Communication 


	It is commonly known and understood that communication is an integral part of the hotel and hospitality industry and hence considering this key element is also an integral part of the discussion (Jhaiyanuntana and Nomnian, 2020, pp-217). Communication must be clear and effective. Communicating with the guest or the customers of the hotel or business organization is considered the hallmark of brand loyalty (Blessing and Awaji-Ima, 2022, pp-57). There are also many key elements that are required to consider the communication of the hotel operations to be proactive, which means to know what the customers or the guests want from the experience of the stay in the hotel. The other key element to be considered is to establish a pace or cadence of regular communication (Tiwari, 2022, pp-101). This means that the in order to improve the communication skills, there need to be a regular practice and interaction of the staffs and the clients. The other key element is to provide personalized communication and authentic interactions. Be available and keep communication open, this means to be available to the clients that needs assistance. This key element provides to the customers the customers the opportunity that they need, like the solving any queries through communication and also the customers providing them with feedbacks that the hotel needs to come up with. 







	
Element 4 - Staffing 


	Staffing can be considered the process of hiring candidates who are eligible for a post in an organization. Staffing can also be defined as the set of actions that are aimed at the process of finding, establishing, and evaluating the workforce both in the hotel and outside. It is also known that staffing management has become an integral part of management in the industry of hotel management and hospitality management (Nikolskaya, et al.,2022, pp-15). The task of staffing can be a very challenging task to implement in a business organization, because of the fact that the individual that has been recruited can also be very excellent at times as well as bad. The key elements that are required to consider staffing hotel operations are: 
Creating a staffing plan, which will guide the management team throughout the process of recruitment. This helps the management team to recognize the accurate requirement of the business organization (Cohen, et al., 2020, pp-1339). The hiring technique is the key element that is required and the most crucial part of the process of recruitment (Raghavan, et al., 2020, pp-472). The right technique is required to hire the right candidate and hence establish an effective process of recruitment. The other key element that can be considered is setting a projected growth, and carrying out a human resource inventory check, reviewing of the culture of the workplace.
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[bookmark: _Toc128090287]This report has critically discussed the role of a front desk job or a front desk staff and the skills that are required by an individual to fulfill the role of a front desk or a front office staff. Also, the report has taken efforts to answer questions that are provided in the study material that are based on a scenario given and lastly the report has covered the description of the key materials that are required to consider the elements of property management system, hotel reputation, communication and lastly staffing of a hotel operation.
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