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	[bookmark: _Toc129262358]Introduction 
The tourism and hospitality industry is a massive sector which involves all the activities of the economy which contribute to tourism and travel directly and indirectly (Xu et al., 2020). The tourism and hospitality industry involves Hotels and Resorts, Nights clubs, bars, restaurants and catering. This sector covers different aspects of service which are associated with food and beverages, meetings and events, lodging, travel, tourism and recreation. This sector is essential in all aspects of business, economics, customers and employees. The scope of this sector is associated with a wide range of business which offers facilities and service which comprises food and beverage, gaming accommodation and entertainment. The structure of the hotel management comprises Front desk managers, a Bell captain, Chief Concierge, Valet Captain, a Head Night auditor and a communication manager. The study will present the essential core skills required for operating as a Front Desk manager in the Hotel.
[bookmark: _Toc129262359]“What are the key skills required to work at the hotel's front desk”? 
The hotel front desk is accountable for checking in and out of the guest as well as managing bookings and other associated administrative tasks of hotels (Yasir et al., 2021). The front desk of the hotel is also termed as a hotel receptionist who is trustworthy for offering guests accommodation and answering the requirements of customers. Further, the associated responsibilities of the front desk include attending calls, holding positive behaviour and attitudes and assisting guests with the best customer experience.
The essential key skills required for the front desk are associated interpersonal skills, written communication, active listening, scheduling and time management, problem-solving, stress management, foreign language, active listening, attention to detail and technical skills.
· Technical skills- The front desk must hold basic technical skills which are associated with computer systems, printers, copiers and mobile phone systems (Veleva, 2020). The technical skills include word processing skills, desktop publishing skills, specific software knowledge, excel, product management, social media platforms, search engine optimization, team management and scheduling software and basic knowledge of programming and Artificial intelligence. All these are essential as it shapes the individual to become a more valuable candidate as an employee or employer. These technical skills can enhance the performance associated with automation and calculation to process the massive volume of information associated with hotel and guest management. The most basic technical skills are associated with Microsoft Office, distributing and sorting post-screening phone calls, arranging bookings and meetings and other aspects for being more technology-proficient.
        Interpersonal skills- These are essential skills for enabling success at work. Interpersonal skills involve the capability to handle conflict, empathy, teamwork, nonverbal and verbal communication, positive attitude and listening. Interpersonal skills are all about being positive and flexible enough to listen, communicate and process the work efficiently (Anthonius, 2021). The core interpersonal skills required for the front office of a hotel involve communication, empathy negotiation, leadership, reliability, listening skills, emotional intelligence, positivity and transparency. Retaining these skills helps to ensure that front offices communicate and interact effectively and efficiently well with guest and hotel teams and support their capability to build positive bonds within the hotel and workplace.
· Time management and scheduling- Scheduling and time management are essential skills which effectively help to plan their tasks and activities to achieve the priorities and goals in a specific time (Magalhaes and Marques, 2020). The front office can effectively establish efficient time management in the hotel by setting reminders and alarms for all hotel activities, establishing a daily planner, routine, and time limit for tasks and blocking out all distractions. The most important skills associated with scheduling are project management, planning, management, customer service, responsibility, adaptability, attention to detail, building relationship skills and problem-solving skills. The effectiveness of scheduling and time management skills supports to ascites that hotel professionals are working effectively by executing scheduling requirements for the hotel industry.
· Language skills- These skills are associated with speaking, writing, reading and listening, all connected to form and shape effective communication. In the hotel industry speaking both local and foreign languages is beneficial as guests may arrive from any place and any part of the world (Pai et al., 2022). Thus proficiency in foreign and local languages is crucial. It helps the front office management to grab more opportunities to connect with global guests in a more meaningful and immediate way. The essential language skills are associated with comprehension and reading, good listening skills, writing, the ability to communicate and speak in more than two languages and public speaking. With excellent language skills, the hotel industry has effectively resolved conflict, built positive customer experiences and established rapport with guests.
· Problem-solving skills- These skills of the front office management are termed as the capability to outline issues, brainstorm and analyse solutions and establish effective solutions. These skills are a crucial section of operating in the hotel industry as they can help to monitor and highlight the issues and challenges of guests, building a plan of strategic action for resolving them for guest satisfaction. Retaining problem-solving skills is essential as it supports the front office management and other hotel teams and employees in steps to keep the guest happy and satisfied. The problem-solving skills in the hotel industry are associated with having ultimate flexibility, a positive attitude and the ability to handle conflicts and stress.
[bookmark: _Toc129262360]          Conclusion 
Employability skills are essential skills which comprise business management skills, communication skills, technical skills and professional skills (Weber et al., 2020). Retaining these skills provides a transparent indication that reflects how an individual performs within the business, team and customers. Additionally, these skills help to contribute to organisational success, profitability and productivity. The study has highlighted the essential skills required for the front desk of the hotel. The study has discussed technical skills, Interpersonal skills, Time management and scheduling, foreign language and Problem-solving skills. These skills are both a combination of soft skills and hard skills.                                   



























		Word Count
	975


[bookmark: _Toc129262361]References
Anthonius, A., 2021. The Influence Of Employee Empowerment, Soft Skills And Hard Skills Towards Employee Performance In Hotel/Hospitality Industry. COMPETITIVE Jurnal Akuntansi dan Keuangan, 5(2), pp.14-24.
Magalhaes, C. and Marques, I.A., 2020. PERCEPTION OF HUMAN RESOURCES ON THE SKILLS REQUIRED IN THE FOUR AND FIVE STAR HOTELS IN THE HISTORIC CENTRE OF PORTO. Economic and Social Development: Book of Proceedings, pp.196-205.
Pai, A., Manjunath, M., Kowshik, C.S., Ayedee, N., Malarout, N. and Naik, N., 2020. SOFT SKILLS AS A KEY COMPETENCY FOR THE FUTURE LEADERS OF THE HOSPITALITY INDUSTRY. PalArch's Journal of Archaeology of Egypt/Egyptology, 17(9), pp.4341-4355.
Veleva, M., 2020. Best practices as opportunities for leadership soft skills improvement in human resource management in Bulgarian tourism organizations: The Four Season hotels example. Известия на Съюза на учените-Варна. Серия Икономически науки, 9(3), pp.63-71.
Weber, M.R., Lee, J. and Crawford, A., 2020. A suggested best practices for enhancing performance of soft skills with entry-level hospitality managers. Anatolia, 31(1), pp.76-87.
Xu, S., Stienmetz, J. and Ashton, M., 2020. How will service robots redefine leadership in hotel management? A Delphi approach. International Journal of Contemporary Hospitality Management, 32(6), pp.2217-2237.
Yasir, M., Majid, A., Yasir, M., Qudratullah, H., Ullah, R. and Khattak, A., 2021. Participation of hotel managers in CSR activities in developing countries: A defining role of CSR orientation, CSR competencies, and CSR commitment. Corporate social responsibility and Environmental Management, 28(1), pp.239-250.

	
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 quick resolution of this scenario in the future?


	As it is my first day at work I will look after the description of the front desk and go through the management activities while gaining enough information about the available rooms and services that can help me to gain enough confidence. I believe research is the most essential element that can provide an individual with enough confidence while also helping in reducing stress. 


	The research of the guests and their preferences can assist in understanding the required factors that can help in building effective actions (Bougie and Sekaran, 2019). it can also further help in the smooth functioning of the operations in my shift. 

	Providing the guests with a welcoming attitude can help them to feel understood and reliable. therefore, such factors also provide them with to experience a positive and welcoming environment. 

	In the future, I can hold a meeting where each of the employees will be collaborated. this can help in creating healthy relationship among the employees. such factors can further help in providing the employees with the sense of responsibilities where they also contribute to the enhancement of their skills and capabilities. 


	I will observe the essential need of the task. Thus, analysing the scenario helps us to understand the various factors where it will be easier to understand the task that needs to be prioritised. Prioritising the tasks can provide a simpler form of tasks that can further simplify the tasks.

	I will also ask the workers to provide an update on their work that can help in providing relevant information Therefore such factors can help in providing the guest with efficient services without delay.
	Providing the employees with effective treatment can also help in enhancing the brand image of the hotels which can further help in collecting positive feedback and reviews.
	The employees will be provided with efficient training that can increase the efficiency of the employees by providing the employees with extra training. therefore, increasing the technological efficiency of the employees can further provide the employees with effective practice (Nguyen, 2020). The hotel needs to add advanced software in order to create efficiency. therefore, it is expected of the employees to be equipped with proper knowledge about the technology that can further help the customers, clients and guests to experience luxury and smooth functions.

	Providing the employees with efficient training can also assist in enhancing the efficiency of their skills. therefore, it is also my responsibility to observe the skills of the employees in order to provide them with efficient training. Responsibility to observe the skills of the employees in order to provide them with efficient training.


	I believe to have excellent observing skills that can help me to understand the essential factors that can further provide a clear presentation where the employees can be provided with functions that complement their skills and interests.
	Providing the employees or workers with the factors that serves their interest and the tasks that they are efficient in can help in improvising the tasks efficiency. therefore, it can also help in increasing the positive results as the employees are interested to complete their tasks and also can further create positive impacts.  
	Enhancing the skills and efficiency of the employees   can help in the growth of the organisation. therefore, the initial priority of enhancement of the skills of the employees can also help in enhancing the efficiency of works and tasks. therefore, the collaboration of the tasks can be observed to  be efficient that can help in smooth functioning. therefore, I will provide the employees with effective training sessions. 


	


	
	
	

	


	
	
	



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 Systems is also known as the operating system in the hotel industry or Hotel OS. The property management systems prepare a computer system that helps in the organisation, performing and scheduling the transactions and other essential functions on a daily basis that is mainly included in the business accommodations (Bardi, 2021). The property management includes various tasks and activities that further assist the hotels to function effectively. Therefore, such factors include tasks conducted by the front desk, reservations, maintenance, revenue, properties and billing data analysis, housekeeping and other such functions (Popovic et al., 2019). The PMS includes the department of Reservation management along with the operations that are maintained at the front desk. It also involves marketing support and applications on mobile phones. therefore, it can further be stated that PMS is the most essential element or factor that assists in hotel operations.  






	
Element 2 – Hotel reputation


	Hotel reputation can also be referred to as the practice of the hotel industry that can help them to influence and monitor the interest of the customers through the help of websites and various other factors. Therefore, the concept of hotel reputation mainly intends to emerge the relations of the customers with the hotel. In addition, the reputation of the hotels also can be added to the brand image of the hotels. The positive brand image or the positive reputation of the hotel is likely to attract many customers which in turn can increase the rate of profits and revenue in the hotels (González-Rodríguez et al., 2019). The positive image or reputation of the hotels directly relates to the occupancy level and popularity of the hotel among the customers and guests. This also helps in creating various opportunities in the future that can lead the hotel towards growth and development. Therefore, in order to maintain a good reputation in the hotel, it should ensure the customers of various factors that include respecting the customers and maintaining the environment where the customers can feel reliable to trust. The assurance of safety and security to the customers or guests can also help in maintaining the interest and popularity of the hotel which directly relates to its reputation. From the above analysis, it can further be stated that hotel reputation is the most essential element in hotel operations as the reputation of the hotel include great volume. It has been observed that about 68% of the customers are mainly influenced by the opinions or reviews that are provided on online websites and such while about 53% of the customers and guests are influenced by UGC which mainly defines their purchasing decision






	
Element 3 - Communication 


	Communication is also considered an essential element that plays an effective role in the process of hotel operations. Therefore, it is a means through effective communication that the hotel industry can help in increasing their guests and customers while understanding and analysing their needs and demands. Communication also helps in maintaining the level of efficiency within the hotel industry as each of the employees is aware of their responsibilities and roles within the organisation (Gonzalez et al., 2020). Therefore, it becomes manageable and efficient which helps in creating a better environment in maintaining a healthy environment. Such factors also help in resolving conflicts while solving problems and hurdles that have occurred within the organisation. It is through the help of effective communication, that the guests or the employees are able to express their grievances and express the problems that they are experiencing. Therefore, such a process of effective communication help in understanding and analysing potential problems. The process of communication or effective communication further helps the customers to create a positive experience where they can feel safe and secure. The hotel industry uses various methods of communication to enhance their operations which can help them to carry out major operations within the hotel environment (Aarnio, 2022). Therefore, such a process can further help the hotels to build healthy relationships with the customers while increasing the level of loyal customers. It is most likely for the customers to return to the hotels if they are provided with a positive environment. Therefore, this also helps in gaining positive feedback and reviews that further help the hotel industry to increase its operations. 





	
Element 4 - Staffing 


	Staffing can be described as the practice of the hotel industry to look after the procedure that helps in selecting, developing, evaluating, finding and providing the employees with effective training that can help in creating a healthy work environment for the employees. The employees and workers are the most important component of every business organisation mainly in the hotel industry (Davronov et al., 2019). Therefore, the aim of staffing is to provide the employees with  specific roles that can help in understanding individual roles and responsibilities. In addition, the staff in the hotel industry or in hotels are presented in layers or in a hierarchical manner that describes the stages of the employees and their place within the hierarchy. The topmost level includes the manager or the management that maintains the operations in the hotel each management has its specific functions and roles that can help in maintaining their efficiency. Staffing has various functions in hotels that include the process of manpower planning. In the process of manpower planning, the hotel ensures the need for positions and roles of the employees that can help in figuring out the essential factors that are required for the staff. This includes the need for specific tasks and functions in the hotel industry. This is mainly looked at the process of selection or recruitment of employees. The recruitment of employees helps to understand the staff according to their skills, capabilities and talents. Therefore, the staff are provided with positions and departments according to the skill they possess. In addition, it can be stated that the process of staffing or staffing as an element is the most important factor that can help in the effective function of the hotels. 
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