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Introduction

A Front Desk Officer is essential for an organization as the image and reputation of the company are greatly affected by the employee working on this post because the duty of a Front Desk Officer includes meeting and greeting people associated with the company and managing good relations with them.

Main body
Front desk employees play a significant role in creating an excellent first impression. This is also helpful in increasing customer satisfaction and, with that building a positive reputation within the market for the hotel. I believe that employees, especially at the front desk, must have a good skill set to ensure customer satisfaction. As a front desk employee, one of the essential skills is strong communication (Wahyanti, Rahardjo and Dewi 2018). From my personal experience, communication skill is essential, especially for employees who interact with customers directly.
Moreover, as a front desk professional, an individual interacts with a variety of people every day, including upper management personnel, customers and even co-workers; therefore, it is essential that the person should have the ability to communicate clearly and eloquently. Along with this, while visiting different hotels, sometimes I have identified that front desk employees had difficulties performing different tasks at a time, such as answering the phone while greeting the customers personally. Therefore, while working at the front desk, employees must have strong multitasking skills. The ability of the front desk officer to complete tasks efficiently is considered helpful in maintaining composure under duress. It is something which I have personally experienced while visiting Ibis Hotel; although it is a 2-star hotel, I have found that the employee was efficiently trained. I have experienced that the front desk officer was responsible for directing the customers, at the same time, answering several phone calls and efficiently performing administrative tasks as well. Hence, multitasking is a crucial skill for a front desk employee, especially in the hospitality industry.  
In addition, Akgunduz, Alkan, and Adan Gök (2022) mentioned that front desk officers have various job duties to perform daily. They also have to help the hotel guests with their queries and provide relevant information. Therefore, employees must acquire strong stress management skills while working in these roles. I believe that stress management skill is helpful for individuals in not only staying calm but at the same time helping in prioritizing the different tasks and workload, eventually leading to completing the work efficiently. With that, it is also identified that employers in the current working environment value candidates with stress management skills. I believe vital stress management skill also reflects that the person has the right mindset, which helps carry out duties and responsibilities more efficiently regardless of the workload or pressure. In addition, Soelton (2018) cited that the front desk officer also needs to be able to identify problems that have the skill to provide adequate solutions. In my opinion, this is an essential skill because it is helpful in ensuring the continuation of normal business and its related activities. With effective problem-solving skills, the front desk employee can acknowledge the problem, and plan the responsible with that can implement the reasonable and required solution.
Another skill that a Front Desk Officer need to possess is customer service. If a Front Desk Officer masters this skill, he will be able to maintain a good and healthy relationship between the company and the customer. It also improves the company's reputation in the eyes of the public, as all it takes to satisfy a company's customers is to provide them with the best that the company has promised its consumers. Along with all this, a Front Desk Officer also needs to be flexible enough to work with the requirements of the company. Not only this, but they also need to play a part in managing and making different adjustments according to the situation at hand. Therefore, the skill of flexibility is highly crucial for a Front Desk Officer to possess to make an effective impression of the company on its consumers and investors.
Conclusion 
In a nutshell, this writing evaluates the skills that are required to fulfil the duties and responsibilities of a Front Desk Officer in any company. Because the position of Front Desk Officer is significant for maintaining a good reputation of the company in the market, it is necessary to ensure the skills of an individual candidate are accurate.
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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?


	 I will also ensure as a front desk associate that the rooms of guests are clean and hygienic in order to make their stay healthy and enjoyable.  
	Regarding the cleanliness and hygienic surroundings, I will ensure that staff does timely clean the rooms and that all tasks related to cleanliness are performed with new and old customers staying. I will also communicate with employees if the rooms are cleaned and then allocate to clients. 


	This will be effective as group work is needed and staff need to perform their set of duties in order to satisfy customers and also receive praise. 

This plan will be effective as communication and interaction among employees and team members ensures that any mistakes and errors have done which can be resolved through timely planning and interaction with managers and team members thoroughly. 
	Hence, a contingency plan includes planning and preparation beforehand in a group for further challenges. Thus, it is suitable to have backup plans ready if any emergencies occur by any means in the hotel. Further, suppose any customer complains about the lack of cleanliness, or other issues or problems. In that case, the staff will properly ensure and communicate about the cleanliness or any problems related to the room or general. 

	I will ensure that open communication is provided by all means. 

	Also, to make operations and different tasks run smoothly, I will build flexibility in order to keep guests happy. I will ensure that guests are allocated with employees throughout their visit and that they communicate their needs to them. Also, phones will be installed in their rooms to call and request for requirements. I will ensure that services are provided throughout my shift through constant communication with my colleagues; if they need help, I will help and support them.
	This plan is effective and efficient because employees are there to resolve the problems of guests if they have any, and it will create a good environment for our hotel. 
	Also communication and flexibility are other fundamental elements. Hence, both components are ensured; hence I will maintain my duty at the front desk and train and tell employees to communicate with the guests regarding their services. 

	The problem of bad attitudes among employees in front of clients does not happen. 
	To ensure a good attitude and warmth from all employees, they will be asked to be happy and welcoming. Employees should answer with patience and smile to the clients. 
	In order to maintain customer loyalty, a good attitude is needed in front of clients to improve and enhance our hotel services for our customer satisfaction and help maintain customer loyalty.
	If employees do not have a good attitude, feedback, timely will be collected regarding the hotel’s services and employee’s attitude.  

	I will also ensure guests get all services during their stay. 


	Further, as a front desk associate, I will ensure that all services are gotten by the clients, which will happen through training, good attitude and communication.  
	This technique will work as there will always be a backup plan to work if any other plan does not work. 
	Hence, the plan for the future is that all staff who are trained and experienced in their particular area are hired. Moreover, all employees will be ensured that they do their work efficiently.

	With the help of other employees also, I will ensure proper reservations and timely check-ins and checkouts are done. 
	I will pay attention to detail as I will make reservations, check-ins and checkouts in order to ensure that guests' visits are timely. 
	As a front desk associate, being on time is essential. Hence, this practice will work as being on time and coordinating with my teammates is compulsory to ensure that guests arrive on time for their check-ins.
	Paying attention to detail is needed. Hence, a contingency plan for this is for the employee to ensure small details even when work is a little late. 




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 are defined as managing and governing all hotel operations and the execution of different aspects. It also includes internal and external operations. It is software which enables a hotel or group of hotels to manage operations like reservations, check-ins and checkouts, room grants, and managing room prices. Hence, PMS replaces the traditional, time-consuming, paper-intensive processes of any hotel replaced by PMS through the use of technology. It helps any hotel to manage and monitor with regard to critical metrics needed to manage their business. It helps to reduce and lessen administrative tasks (such as focusing on guests and not wasting time on manual tasks). The PMS also helps keep inventory in check by appropriately tracking and chasing reservations, rates and hotel availability for guests (Maria et al., 2018). The main features of this system include ease to use, easy changes and modifications that can be done, scalability, customer support, communication, availability, reservations and personalized taxes and fees. A property management system (PMS) in any hotel is an extensive software application covering reservation systems and revenue aspects. Further, any PMS software will make any hotel more feasible and time efficient in doing tasks through various means. Hence, it considers effective use and making actions of the hotel more accessible. Through the use of PMS, hoteliers are enabled to sync all their functions through software which makes many tasks, even for employees, easier (Nirmala, 2021). A PMS enables a hotelier to manage their hotels to ease their actions and practices effectively. 


	
Element 2 – Hotel Reputation


	
Hotel reputation is defined as monitoring and controlling how hotel property is perceived on the web (by the people). The concept emerged within public relations matters but now also has embraced new review sites, social media and search engines. Further, a hotel's reputation for any hotel is about its image, which is also related to its customers. Hence, hotel reputation is considered fundamental for any hotel to enhance customer. It also provides for the growth and progress of any hotel. In the hospitality business, reputation is the growing image among customers among people, which leads to enhanced brand significance, increases repeated guests and delivers a gain to hotel remuneration. Reputation for any hotel is significant, which will directly impact the occupancy of the hotel (O’Connor and Assaker, 2022). It helps to maintain the relationship between hotels and their customers. It is also claimed that hotel reputation is guaranteed through both aspects of the hotel and customers as they work parallel. However, in the 21st century, online reputation is an aspect of many hotels. Hence, negative reviews can cause a loss in the hotel. The hotel business is now broadly opened to online reputation and customer reviews, which critically enhances or fails any hotel business. Different hotels from all different sectors have their hotels to perceive, rate, inspect, disseminate and scour, mainly to enjoy their stay throughout. Travellers now depend on online reviews to make their stay more enjoyable and posted on different websites. Hoteliers must build their reputations significantly and accordingly (Lai, 2019).

	
Element 3 - Communication 


	The function of communication in the hospitality industry is vast. Hence, this industry depends on communication which is done internally and externally. Communication skills are needed to enhance services, improve them, give customers comfortable experiences and build rapport with guests. Simply put, excellence in communication skills can result in enhanced guest experience as it makes customers comfortable being heard or listened to. In order to improve communication skills, the hotel staff or employees should be proactive and responsive and establish open communication, empowering and encouraging lines of communication to be effective. Effective and open communication also leads to written, verbal and non-verbal communication (Yang et al., 2022). Hence, effective hotel managers have formulated the capacity to convey how and why things happen. It fosters the creation and regular progress, simply presenting knowledge and strategies from the top-down, which also helps preserve cortege motivation. There are two types of communication in the hospitality industry interpersonal communication, which is defined as the engagement of managers with employees in a face-to-face setting. Moreover, another communication type is written communication, in which knowledge is written down and distributed to staff. Thus, essential communication in the hotel includes decision-making, planning, coordinating, efficient working, cooperation and influential work culture. The hospitality industry leaders communicate with guests, subordinates, peers, and superiors. Hence, hospitality industry leaders should be competent in order to interact with and manage the hotel (Lolli, 2013). Thus, managers contend with employees and guests in order to effectively handle the hotel and further better themselves (Lee and Oh, 2014). 

	
Element 4 - Staffing 


	Staffing is defined as recruiting and hiring people who work in a manner related to a particular job. Hence, talents approximate the job conditions for particular statuses (Defraeye and Van Nieuwenhuyse, 2016). Further, hotel staffing is related to hiring people with the same experience and giving them training in order to train them about specific actions and practices of the hotel. The hotel staff ensures that guests' needs and demands are fulfilled and comfortable during their stay. If any hotel's staff are optimistic and motivated, the engagement level of guests will rise, and their perspective will locomote positively towards who is serving them. Any hotel industry staff has entire teams to ensure excellent services are provided. Further, teams include cleaners who maintain hygiene and sanitation in the hotel and a manager who is responsible for overlooking the whole hotel. The prominent role of the hotel is customer satisfaction which is provided through employees and staff at a particular hotel. The hospitality industry team should behave well with their clients in order to satisfy them. Through hotel staff, customer engagement, which can be accomplished through conversation, customer engagement approach, and service venture, is also provided to make customers happy (Järvi, 2019). Further, staffing is a crucial part of the hotel as they provide services to the customers and ensure their satisfaction and good feedback. Hence, staff also plan beforehand for ahead challenges in order to be prepared through labour and strategies for growing and expanding (Nikolskaya et al., 2019). 
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