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What are the key skills required to work at the hotel's front desk? 
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Front desk personnel need to have a wide variety of skills to provide good customer service and efficient operations. I can give you my perspective and illustrate with professional examples the importance of being able to understand what is necessary for this position because I have been working in the hotel industry where I have had first-hand experience. The benefits of these abilities for the hospitality sector as well as how theoretical knowledge can be used in this field will be highlighted (Yu, 2020). 
The most important key skill that I should have, is presentation and well dressed. I have these skills and I have a good well-dress skills which enables me to work at front desk.
One of the most important skills that a person in the Front Office has been to communicate effectively. At the front desk, I make sure that I must have communication skills and I should talk in an effective manner and professionalism (Djajasinga et al., 2021). In my experience, the front desk has received some complaints and requests from visitors. Active listening to them and dealing with their concerns in a sympathetic way enabled me to swiftly solve problems and enhance the entire experience of these people (Guillet, 2020).
Time management and multitasking are some other important and key skills for front desk positions. The front desk is likely a big place where several tasks need to be accomplished in one go. It is crucial to prioritize work, manage lines, and maintain organization (Smart et al., 2021). I can recall different situations in past based on reflecting on my experience where I was involved and associated with the management of different check-ins and addressing the queries of guests. To cope with the workload and give visitors an excellent experience, I was capable of managing my time effectively (Olimovich, Bakhtiyorovich and Salimovna, 2020).
There is a great deal of attention paid to detail in the work at the front desk. Accuracy is of paramount importance in managing payments, processing reservations, and keeping up with guest data. Unhappy clients or accounting problems can occur even if simple errors are made. It occurred to me recently that I had given a visit incorrect accommodation because of an error in my reservation system (Hassi, 2019).
The ability to adapt and solve problems has also been an essential feature of the fast-paced hospitality sector. There could be unexpected problems with technology, complaints from customers or difficulties in finding a place to stay. To succeed in dealing with these obstacles, you must be capable of thinking quickly and coming up with your answers. In other words, I used to experience situations where guests' preferred room type was not accessible due to an error in the reservation system while they were on holiday. By swiftly recognizing potential alternatives as well as negotiating with them, I succeeded in finding an effective solution that guaranteed the comfort and happiness of my guests (Nam et al., 2021).
The value of these capabilities in the hospitality sector cannot be underestimated. The quality of the experience has a significant influence on interactions among visitors and Front Desk Staff, which often act as the first or last point of contact. A favorable experience, which is advantageous to the hotel's reputation and financial position, has a positive effect on its customers' satisfaction, repeat business as well as good word of mouth (Koo, Curtis and Ryan, 2021). Conversely, negative encounters might result in unsatisfactory visits, unfavorable reviews or even a significant loss of revenue. Front desk staff must be able to communicate effectively, perform multiple tasks simultaneously, pay attention to detail and solve problems efficiently if the hotel is to succeed in ensuring that it provides top customer service (Chan, Gao and McGinley, 2021).
In the role of Front Desk Supervisor at hotels, a variety of fundamental abilities are required, such as easy communication, simultaneous operation, attention to detail, flexibility and problem-solving. Personal reflections and examples from the industry have reminded me of the importance of such abilities in hospitality. The use of theoretical knowledge gained in hotel management courses enhances the applicability of these skills in real-life situations. By learning these skills and applying them consistently, front desk staff may provide great customer service, contribute to an efficient hotel operation as well as promote pleasant guest experiences (Shin, Perdue and Kang, 2019)
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Component Two: 

	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?


	First, I aim to make sure the tourist has a good and pleasant stay. At the front desk, executives like myself should be friendly and eager to assist customers. When you dress well and speak confidently, you need to make a good impression on your guests.

	I would greet guests with a friendly smile, pay close attention to their requirements, and go above and beyond to exceed their expectations. I can create a favourable impression and make guests feel valued and cared for by being attentive, responsive, and accommodating. For the convenience of my guests, I would streamline the check-in and check-out procedures. This includes having all required documentation on hand, accurately verifying reservations, and promptly addressing any concerns or requests. I would ensure that the area surrounding the front desk is tidy, organised, and aesthetically pleasing. This includes providing appropriate signage, essential amenities such as water or refreshments, and a comfortable waiting area for visitors. I would become acquainted with the hotel's amenities, facilities and services, in order to inform and assist guests effectively. In addition, I would remain current on local attractions, restaurants, transportation options and events, in order to make recommendations and improve visitors' experiences.
	This plan is effective because it prioritises outstanding customer service, streamlined operations, and proactive guest engagement. By being knowledgeable, attentive, and receptive, I can provide passengers with a positive and memorable experience, thereby enhancing the hotel's reputation.

	If the staff at the front desk can answer questions, it's easier for clients to be welcomed. Let's start by addressing everyone by name. The team requires rapid and simple access to as much visitor data as is practical to surpass expectations, including Food preferences and allergies of visitors (vegan, kosher) purpose of the visit (business, recreation, or unique event) Be Reasonable Data from the property management system will help visitors feel more at home and provide them with better service (Shin, Perdue and Kang, 2019).


	Each guest's check-in and exit process shall be supervised by the hotel clerk. At the check-in, guests will be able to make use of a variety of processes including information verification, obtaining keys for their room, and being informed about hotel services. It is my responsibility to ensure that tourist checks are carried out as smoothly as possible. Before checking out of the hotel, it might be necessary for me to pay off any late fees and give back my keys (Shin et al., 2021).

	In general, I am busy setting things up, assigning them and completing them at the same time every day. It helped me keep track of my memory. To illustrate the comparison between visiting invoices and guest folios, flight tracking and matching transfers and drop offs shall be taken as an example for sending out guests' proposals to relevant teams. At the reception desk, bags Right now, answering visitors' questions and following up is my highest priority. Cause they may lead to an unhappy individual if problems are not resolved. By the time I was done with my remaining responsibilities, I had more free time for education. This process should be followed by the staff at the front desk (Chan, Gao and McGinley, 2021).
	In various situations, I try to use my great communication skills as much as possible to benefit the company. I have benefited from this in achieving my objective of increasing the company's actual customer base and strengthening its reputation over a longer period.
	An emergency communication plan for any kind of risk should be drawn up by the front desk manager, the competent jurisdictional authorities, and the head of security. They are accountable for developing a plan to address the catastrophe, which is particularly focused on employee preparedness and their ability to deal with such an event.

	As a member of the front desk, I must be able to answer all questions that visitors might have about hotel prices, deals and facilities. To be able to deal with those who have a question or concerns, I shall be available for visitors so they can give me their views and propose solutions. I shall also have a responsibility to take calls and place them in the appropriate teams.


	When visitors approach me with questions or concerns, I give them my full attention and actively listen to what they have to say. This helps me understand their needs and concerns better and allow you to provide appropriate solutions or suggestions. Based on the information you gather from guests; I offer personalized recommendations or suggestions that align with their preferences and requirements. For example, if a guest is looking for a nearby restaurant, I can provide recommendations based on their cuisine preferences or dietary restrictions.
	I believe that, by investing in artificial intelligence, this business can be more successful.
	One anticipation that is made is based on if estimation made by cashier is not contested by visitor in respect of the cost so that damage could be fixed due to which it is caused. The issue should need to be presented to general manager in case of presence of disagreements (Lukanova and Ilieva, 2019).




Component Three:
Writing in essay format - Describe the key elements that are required when considering these four elements of hotel operations:
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Element 1 – Property Management Systems (PMS)


	The term "Property Management System" refers to a software program or platform which operates in the hotel business and is used for managing various areas of operations. PMS systems streamline and automatically perform several administrative functions, such as reservations, guest checks, check-outs, hotel allocation, bills and invoicing, housekeeping, reporting or anything else that is necessary.
Key Features of a Hotel PMS:
1. Reservations Management: PMS systems are used by hotel staff to manage and monitor reservations, including the making of new reservations, changes in current reservations or cancellations. This is followed by a further element of accommodation pricing and availability management.
2. Guest Check-in and Check-out: PMS systems also manage guest preferences and special requests, assign rooms, make key reservations, or collect guests' information so that the procedures of check-in and checking-out are made simpler for visitors.
3. Room and Rate Management: Through the PMS system, hoteliers can manage their rooms inventory, assign different types of accommodation, and set prices and rates with dynamic pricing strategies that consider certain variables such as demand, seasonality or availability (Jilte, Kumar and Ahmadi, 2019).
4. Billing and Invoicing: The PMS system handles invoicing and billing tasks, for example by creating guest folios, paying checks, handling credit card transactions or maintaining guest accounts.
5. Housekeeping and Maintenance: PMS systems support the operation by providing room staff with timely information on room status, tracking requests from guests for services and managing maintenance tasks.
6. Reporting and Analytics: PMS systems produce in-depth reporting on a variety of hotel parameters, including revenue, average daily rate (ADR), guest preferences, and other key performance indicators (KPIs). The hotel management shall be assisted in making the right decisions and determining development opportunities through these reports (Madni, Madni and Lucero, 2019).
Benefits of Using a PMS:
Improved operational efficiency and guest service: A system of PMS that automates manual procedures, simplifies working conditions and provides a single platform to manage hotels' operations makes it possible to improve operational efficiency and customer service. This will give rise to an increase in effectiveness and improved services for customers.
Enhanced revenue management: The revenue and pricing strategies could be optimized by PMS systems, which allow hotels to earn more money and profitability through the provision of timely data and insights on demand.
Accurate reporting and analytics: Hotel management can identify patterns, analyze data and make informed choices using the PMS systems that produce detailed reports and analyses.
Integration with third-party systems: To minimize the need for human data entry, PMS systems communicate easily with external hotel IT systems such as POS, OTAs and channel managers.
Improved guest communication: The use of guest communication tools in PMS systems, such as automatic email notifications, SMS alerts and portals for guests, will enable the ability to contact them efficiently at all times or after their stay (Wang et al., 2020).


	
Element 2 – Hotel Reputation


	A hotel's reputation is defined by the general image, position and perception that hotels have among clients, their competitors in this area as well as the public at large. This is a reflection of how well the hotel is performing, how well its guests are treated, how well its brand is perceived by its customers, and how credible it is overall. It is essential to have a good reputation to maintain competitiveness in the hotel industry and attract and retain customers.
Factors Affecting Hotel Reputation:
1. Guest Reviews and Ratings: Reviews on the Internet such as TripAdvisor, Google Reviews and Yelp can significantly influence a hotel's reputation. The reputation of the hotel can be damaged if it is reviewed negatively.
2. Service Quality: The hotel staff's level of service is an important factor in the hotel's reputation. Excellence in customer service, efficient employees, and individual experiences as well as rapid resolution to issues are the keys to a positive reputation. 
3. Guest Satisfaction: Businesses will identify areas for improvement and ensure that customers' expectations are met or exceeded by the use of surveys and further feedback systems to monitor customer satisfaction.
4. Cleanliness and Maintenance: The hotel's atmosphere needs to be well cared for and clean, to ensure a pleasant visitor experience and good reputation. The hotel should be maintained in perfect condition from the moment of its opening until its closing (Lai, 2019).
Importance of Hotel Reputation:
1. Guest Acquisition and Retention: A good reputation leads to new customers and promotes their return trips. Reservations and revenues can be improved with favorable internet reviews and word-of-mouth referrals.
2. Competitive Advantage: A hotel with a good reputation is in a better position than its competitors. It can differentiate itself from the competition for reasons such as satisfied customers, top-quality services and a trusted brand.
3. Employee Morale and Retention: A prestigious hotel promotes a high work environment and boosts employee morale by attracting and keeping qualified staff that are very happy to be associated with it (González-Rodríguez et al., 2021).
Managing Hotel Reputation:
1. Guest Feedback and Reviews: Consistently keep an eye on the evaluations and comments of customers, resolve any problems as well as thank them for a pleasant experience.
2. Staff Training: To ensure that hotel staff provide the highest level of service and abide by professional standards, give them rigorous training.
3. Quality Control: To guarantee maintenance, cleanliness and compliance with the service standards, strict quality control procedures should be adopted.
4. Online Presence Management: Use social media platforms to maintain an active presence, respond quickly to online questions and interact with visitors in a helpful and timely manner (Anagnostopoulou et al., 2019)


	
Element 3 - Communication 


	
Effective communication is key to ensuring an orderly hotel operation and customer satisfaction. The following important factors must be taken into consideration for good communication:
1. Internal Communication: Hotel workers must communicate in a clear and timely manner. The use of communication technologies such as texting applications, email and intercom systems can be used to retrieve information, assign tasks, or coordinate activities within a wide range of departments (Kodheli et al., 2020).
2. Multilingual Support: It is beneficial in an international hotel to have personnel able to speak more than one language. The language barrier is reduced and there will be good communication with visitors from all walks of life (Chowdhury et al., 2020).
3. Crisis Communication: It is essential to have a clear crisis communications strategy to deal with unexpected circumstances such as natural disasters, catastrophes, or service interruptions. Clear communication guidelines for use with visitors, staff and relevant authorities should be drawn up to support security and facilitate the elimination of confusion (Liu et al., 2022).

	
Element 4 - Staffing 


	In terms of maintaining effective operations and delivering quality services, it is important to have the right staffing. The following factors should be taken into account when considering the efficiency of staff:
1. Recruitment and Selection: Comprehensive interviews, reference checks and competence tests may be carried out to select the best applicants for different jobs (Griffiths et al., 2020).
2. Training and Development: The provision of high-quality training programs for new employees and an ongoing skills development opportunity for existing workers is essential (Saville et al., 2019). 
3. Staff Scheduling: The appropriate staffing patterns ensure adequate staff coverage during peak periods and effective use of resources in times of off-peak. To maintain effective operation, it is necessary to balance the workload between staff and avoid underutilization or overstaffing (Dall'Ora et al., 2022).
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