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	Component One:  Key Skills Required To Work At The Hotel's Front Desk
Introduction 
A hotel's front desk manager is an expert accountable for greeting customers effectively and politely. It is the first face that interacts with the customers during their check-in. In this task, the fundamental skills necessary to work at the front desk of a hotel will be discussed. 

Required Skills 
The hotel's front desk officers are also accountable for many things, such as distributing room keys to the guests, solving their queries and processing payments for hotel services(Shin et al., 2019). Following are the critical skills required to work at the hotel's front desk. 

Communication Skills 
The abilities that people use to give and receive different kind of knowledge and information is known as communication skills. These are the most crucial skills that are needed by every professional, especially when the most work is interacting with the customers. Front desk officers of a hotel need these skills to interact politely with customers and to solve their queries effectively. Whether they interact with clients on a call or write emails does not matter. They must communicate and share their thoughts and opinions well and effectively. These skills allow front desk officers to solve customers' queries by actively listening to them (Giousmpasoglou et al., 2021). 
Customer Service Skills 
A service or help a company offers its customers throughout their stay in the hotel is known as customer service. These services support the front desk officer in enhancing the experience of its customers. For customer retention, it is necessary to have strong customer service skills. These skills can increase the achievement of any hotel front desk work and make the officers able to attract more customers towards their company. Providing customers with all their needs on time and giving them proper attention is also a customer service skill that helps the hotel to satisfy its customers (Fallon and Rutherford, 2010). 

Multitasking Skills
The ability of an individual to do and complete multiple tasks simultaneously is called multitasking skills. It can be possible by proper scheduling and can be done quickly by practising. The hotel front desk officers should be able to do multiple tasks simultaneously as they have many duties. They are accountable for responding to phone calls, and also, at that time, they must check guest's check-in and check-outs and solve customer queries. A front desk officer with multitasking skills can efficiently perform this job as it helps workers manage time and reduce work stress (Johnston et al., 2012). 

Attention to Detail
The ability of an individual to complete tasks while representing particular concerns for all the zone included without thinking about how small or minor they are is known as attention to detail. These skills are necessary for the front desk officers of the hotel because they are accountable for managing and encountering guest requests. These skills allow them to manage proper record files, follow standard methods of operations, and ensure that all customers' information is accurate and updated (Hight et al., 2019). 

Computer Skills
The ability to use computers and IT tools is known as computer skills. Front desk officers must have these skills to work on computer software programs and respond to customers' emails. Microsoft skills are the basic computer skills that all companies mainly demand. The front desk officer of the hotel is also accountable for reserving rooms and providing bills to the customers, for which they must know the reservation software and billing system. They must run these systems effectively to do well in their job role (Carlisle et al., 2021).  

Problem-Solving Skills 
The ability to solve problems and issues by calmly using effective techniques is called problem-solving skills. These skills allow people to break large tasks into small chunks and perform them well. These skills are also available to the front desk officer of the hotel as there are so many unexpected scenarios that they have to face regularly. These issues may include lost customer luggage, last-minute room change request, improper check-in etc. The front desk officer should be able to solve customer issues quickly and tackle all kinds of situations smoothly to avoid disturbance (Shin et al., 2019). 

Conclusion 
It is concluded from this discussion that numerous skills, such as effective communication, customer service skill, computer skills etc., are essential to work as a front desk officer in a hotel. These skills will help them manage tasks and retain customers, ultimately increasing the hotel's reputation. Those who possess these skills and want to do hardships and increase their skills can become successful front desk officers. 
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Component Two- Practical Tasks

	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?

	As a front desk officer, I will greet customers cheerfully and effectively when they check in. I will stay active and responsive, give proper attention to my customers, and fulfil their requirements. 

	Communication is the best way to interact with other people effectively and ensure smooth working in the organisation (Ekhsan et al., 2020). I will make sure to interact effectively with my colleagues with clear communication and also listen to them carefully to respond to them in a good way.  
	Proper attention to customers and effective communication within the company (Bardi, 2010). In my plan, I will use a holistic approach to satisfy guests and run smooth operations. I will also make a good workplace environment with my plan. 
	To deal with this scenario in the future, I will train my co-workers and junior staff to ensure that there will also be people who will present to hold the responsibility when needed. 

	I will also deliver correct information about the hotel and its operations to the customers. If guests ask something I do not know, I will check the data or ask a colleague. 

	I will also pay attention to detail which support me in keeping myself safe from mistakes. I will also keep checking my task's progress and set them apart after finalising them accurately. 
	My plan is also effective as it is a proactive approach. This approach is used to deal with issues that may generate in the future and to minimise the risk (Tesone, 2015). 
	I will also create a file of plans where I will write how to deal with the different problems in different situations, which will help my colleagues to perform their duty as front desk officers easily without any thread. 


	I will also make sure that my workstation is clean and deal confidently with the customers by smiling slightly to assure them they are in a suitable place. 

	Time management should be effective, and delays must be avoided as it creates a bad impression (Khalimova, 2020). For this, I will make a to-do list where I prioritise my work as significant and remove all unnecessary tasks or barriers that can interrupt me during my work.  
	My plan is the main emphasis on the customer's services and their satisfaction. I can enhance the guest experience by being proactive and responsive.
	I will also create a list of emergency contacts which can support the front desk operator during a difficulty. This also provides a sense of comfort that there is someone who will assist during an emergency (Khalimova, 2020). 

	I will also make sure that I will keep guests up to date about any issue or delay and also listen to their concerns very carefully. I will also give them quick responses to their queries. 

	I will also use a proactive approach and classify all issues that can create threats and also make prevention that will help me to reduce them. I will also be ready to face any challenge that can interrupt operations. 
	The plan that I created is easy to implement, and it can be modified as per the requirement of the situation. Through this plan, I also built a good relationships with customers and colleagues and made my surrounding better to work. 

	I will also use technological tools such as chatbots and automatic check-in and check-out tools. This can support reducing the burden of front desk operators and enable them to concentrate on other issues (Bardi, 2010). 

	I will also make sure that the rooms and other places are clean and take good care of their health and safety. I will also make myself available to provide extra assistance to my guests and check all necessities during their check-out. 


	I will also use flexible approaches to deal with unwanted situations and make sure that all operations are done with focus and concentration. 
	My plan will also give a sense of being valued and important to my customers and provide them with care and satisfaction throughout their stay. 
	I will also initiate a weekly training session in which I will train my associates. The key topics of training will be how to deal with the different customers and solve their concerns politely to increase the reputation of the hotel (Fallon and Rutherford, 2010). 



Component Three- Portfolio (Four Elements)
	Introduction 
Hotels are businesses which lie in the hospitality industry and provide accommodation, food and other services to their guests (Corgel et al., 2011). There are so many different operations which they are performing on a daily basis to increase their revenue. This essay aims to explain key elements that are needed when considering four elements of the hotel operations, such as Property Management Systems, Hotel Reputation, Communication as well as staffing. 

	
Element 1 – Property Management Systems (PMS)


	A set of solutions that the management of hotels uses to maintain their regular operations and actions is known as the property management system (Hammer, 2016). This is an essential tool for the hotels and their operations. There are several key elements, such as reservation management, guest management, housekeeping management, and accounting and billing, etc., which must be required while considering the property management system of a hotel. The property management system must allow unified reservation management, such as online reservations, withdrawals, and alterations. The property management system should also allow guest management in an effective way by tracking their data and knowing their likes and dislikes, history as well as preferences (Corgel et al., 2011).
Furthermore, the property management system of the hotel must have an excellent housekeeping management system to make sure that all the rooms and other areas of the hotel are properly cleaned and always ready to use for the next customers. The property management system must be mixed with the accounting and billing system of the hotel to make financial management, including payments, tracking expenditures and invoices, easy and simple. In addition, the property management system should also include a record management system to track and manage the assets of the hotel, such as room supplies, tools and equipment, products of food and beverages etc. (Wood, 2013). 

	
Element 2 – Hotel Reputation


	The reputation of the hotel is the extent to which customers prefer it and think about it (Solomon, 2018). This can be built by providing the best customer services to their guests or visitors, and it can also demolish by poor management and behaviours towards customers. A few key elements that should be measured while considering a hotel's reputation are guest satisfaction, online presence and reviews, training of workers, quality check etc. Customer services play a vital role in the reputation of hotels, and that is why they must provide excellent services to their guest and meet their expectations to satisfy them (Fallon and Rutherford, 2010).  
Another element is the online presence and reservation system of the hotel, which is also a significant element of the hotel's reputation. It is necessary for the hotel to have good and reputable social websites and pages through which they can update their clients about their services. The reviews on that pages can also influence the reputation of the hotel, so it is necessary to keep satisfying their clients to gain positive reviews. Furthermore, Workers are also crucial as they interact mostly with the clients or guests as compared to managers and supervisors. That is why it is also essential for the hotel to train their staff as per the modern trend to operate actively (Bardi, 2010). 

	
Element 3 - Communication 


	Communication is a way through which people can share their thoughts and opinions with one another (Ekhsan et al., 2020). While considering communication in the hotel, some key elements, such as guest communication, internal communication, crisis communication, multilingual communication, feedback communication etc., are necessary. Workers of the hotel must be able to communicate effectively with their clients, guests, suppliers, and all other associates, whether it is email, messaging or verbal communication. Hotel staff also have the ability to deliver all the required information to their customers in a polite way and make them comfortable during communication. In addition, they also have good behaviour while internal meetings of colleagues and communication should also be strong among different departments. The listening abilities of the hotel's workers and managers should also be strong, which will help them in thinking and analysing the issue through which they will be able to solve them easily. Furthermore, the staff of the hotel must know different languages to assist the tourist or guests from other cultures. This will help them to treat their native customers in an effective way (Johnston et al., 2012). 

	
Element 4 - Staffing 


	Staff are the main component of every organisation, and they are crucial for its success (Tesone, 2015). In the case of hotels, mainly the reputation of hotels is in their hands, and they are the main people who can make or break the hotel. Some key elements, such as suitable staffing levels, recruitment and training, performance management, employee wellness etc., must be considered during staffing. The number of workers should be proper in the hotel to encounter the needs of the guest and manage the operations, as limited or low staff can increase the workload on others. The hotel should hire talented people and train their workers before sending them to the operational zone. Hotels should also provide essential information to their workers and train them to deal with unfavourable situations in an effective way. The staff management system of the hotel should be strong, and they must check and balance the worker performance level to ensure progress. It is also essential to keep a strong eye on the behaviours of workers and identify their strengths and weaknesses to make them more professional and expert. Furthermore, the hotel should take care of its worker's health and safety and provide them with facilities to keep their staff relaxed and calm (Wood, 2013). 
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