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Component One:
What are the key skills required to work on the hotels front desk?
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The front desk is the first area of a hotel that guests interact with upon arrival and the final area they interact with upon departure (Bardi, 2021). The visitor continues to communicate with front desk for information and any type of assistance. The primary responsibilities of the staff are the creation and processing of reservation requests, the upkeep of guest accounts, return of phone calls and text messages from guests, the assistance of guests, and the coordination of different services for the guest (Bardi, 2021).
The front desk is the first point of contact of a customer with the hotel and therefore the first physical impression they get of the hotel (Shao, 2017).  It is therefore very crucial and pertinent for front desk officers to be well trained. The following skills are important for a front desk officer to possess for the proper dispensation and representation of the hotel as first impression has a long way to go to build a wonderful customer service relationship (Bardi, 2021).
. 
One of the most crucial skills a front desk agent must have is interpersonal communication (Bardi, 2021).. Being able to interact with upper management staff, coworkers, customers, and business clients on a daily basis is crucial for a front desk professional. The ability to connect with people from different backgrounds and ensure that the hotel is properly represented is a skill that is generally required of all workers, but front desk agents need it even more. They must establish connections with a variety of people. For instance, Hilton hotel takes the front desk skills so seriously that they organize front desks training for their officers (Dinh, 2018). 
Active listening is another crucial skill for front desk staff members to have. The act of actively listening involves paying attention to the speaker through minor verbal gestures, eye contact, nodding, and other nonverbal communication cues (Costigan et al., 2020). A front desk agent at a hotel employs active listening to make visitors feel appreciated when handling a grievance. In a hotel like Poplars, when complaints are given, customers are reassured and their fears are assuaged by the front desk.
A proper front desk officer must possess good customer service (Bardi, 2021). Customer service is the process through which staff members interact positively and empathetically with clients to assist them in finding answers to their inquiries or concerns. In order to preserve client or customer happiness, front desk staff must possess outstanding customer service abilities (Mmutle and Shonhe, 2017). For instance, a bewildered client calls the receptionist and asks for assistance or information about the room. The check out time for most hotels is 12pm however Brittania hotel has a policy where check out can be extended depending on availability of rooms upon booking and customer can also call front desk officers if something can be worked out (Bagherzadeh et al., 2021).
A front desk agent must be extremely proficient in phone etiquette (Bardi, 2021). Phone etiquette is the practice of welcoming the caller, introducing oneself, speaking in a cheerful tone, and wrapping up the discussion in order to converse properly over the phone (Bardi, 2021). Staff members at the front desk spend a lot of time taking phone calls and guiding customers to the right department or employee, so they need to be comfortable speaking on the phone (Bardi,2021). For example, Marriott International also has a number for reservations and enquiries to be made (Buhalis and leunge, 2018).
Why is this topic so important in the hospitality industry?
This topic is quite important because Warm welcomes at check-in and a heartfelt "thank you" at check-out, together with an invitation to return soon, are how the front desk manages the pace of each visitor's stay. A guest's image of a hotel is frequently formed at the front desk (Bardi,2021).  Customers typically go to the front office first when they visit a hotel since it serves the purpose of immediately communicating with them (Bardi,2021).  The front desk office goes beyond just checking visitors in and out visitors; they also take complaints and feedbacks from customers. The study of these skills will help build an efficient and great front desk officer. 

PERSONAL REFLECTION
In the course of this phase in my academic sojourn, I have observed that although all sectors are important in a hotel, the front desk team is one of the most important sectors. This is because they are the first point of contact between the customer and a hotel. So this sector essentially forms the first impression that the customer gets of the hotel. All complaints and feedbacks are also lodged with the front desk hence the reason for development of this skill. When customers are treated rightly, they would feel the need to return and the reaction they get after giving a feedback determines a lot that is whether or not the hotel considers them valuable or not.
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Component Two:
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?


	Despite the absence of the manager, I will do my best to ensure that there is no loophole in his absence. I will ensure Data collection and management of clients diligently
	Getting to know and understand clients, the purpose of their stay at the hotel (If they would like to disclose), and what their expectations are will ensure customer satisfaction
	 A good feedback policy will ensure clients can air their needs and grievances. 
	 Ensure there is a senior officer I can talk to in case they have questions i do not have answers to.

	
Handling reservations with a cheerful smile

	If reservations are handled properly, it would ensure the company’s loss are minimal if any.
	The welcoming smile will ensure customers can make more enquiries on the room so they don’t get confused.
	
Offer a complimentary meal on the hotel should in case something goes wrong in that regard.

	

Handle guest’s requisitions with patience
	It would show Utter devotion and dedication to customer’s satisfaction
	When guests believe they are being heard, it makes them feel like a part of an even larger thing. Gives a sense of belonging.
	Explain the request made is unavailable and Offer an even better option to the request being made.

	Collect feedbacks and work on them.

	By diligently asking i they are satisfied with their services or they would rather something be changed.
	It would show guests that their opinions matter and there is always a room for improvement.
	Leave a small feedback box i their rooms.

	

Accuracy and precision in taking requests or answering questions.

	Employing active listening skills and writing when necessary.
	 Makes it impossible to mix up requests.
	Take a recording of the requests in case a mix up happens.



Component Three:
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)


	A property management system is a system that enables a hotel or group of hotels to manage front-office functions, such as making reservations, handling guest check-ins and check-outs, assigning rooms, controlling room prices, and billing (Moyeenudinn et al., 2018). It is a software that simplifies administrative and reservation administration activities for hotels (Bardi, 2021). The most popular thing it does are managing the front desk, reservations, channels, housekeeping, rates, and occupancy, as well as payment processing.  Although it primarily manages reservations and financial transactions, it may also aid the management of housekeeping and human resources. There are several elements required when considering Property management system (Agarwal, 2021).
Mobility is a basic element to consider in property management system. The ability to use mobile technology is one of the fundamental components of an effective property management system (Parvez et al., 2018). Being able to use the software untethered has virtually become a need for the contemporary hotel, whether it is through a mobile application or the capability to access the property management system from a browser (Bardi, 2021). A property management system with mobile capabilities offers a variety of advantages, including the ability to produce and view reports while on the move, send messages and communicate directly with workers, and complete housekeeping and maintenance tasks without the use of a pen and paper (Parvez et al., 2018). 
Another element is security. Even a significant data leak that affects visitors is never good for company (Parvez at al., 2018). Choose a property management system that goes above and above to secure and encrypt the data for the hotel since it is crucial (Zheng et al., 2019). When managing the daily operations of a hotel, the last thing to be concerned about is guest’s data getting into the wrong hands







	
Element 2 – Hotel reputation


	
Hotel reputation is basically how a hotel is perceived by people (Lee et al., 2017). The main focus of managing hotel's reputation online is keeping an eye on and influencing how people view it (Foroudi, 2019). Monitoring review websites, posting and interacting on social media, improving the searchability of your website, and other activities are all part of it (Bardi, 2021).  A hotel's reputation is built on how well it treats its customers and cultivates their loyalty (Kharouf et al., 2019). 
A major factor in hotel reputation is staff members. Staff members that are knowledgeable, passionate, engaged, and helpful are essential to achieving this goal since they serve as the organization's public face and their interactions with customers have a direct impact on how satisfied and loyal they are, especially when it comes to online evaluations (Khadka and Maharjan, 2017).
Another element is security. One of the most crucial elements of keeping hotel reputation intact and making sure customers are happy is data security (Kaira et al., 2020). Even a significant data leak that affects guest is never good for a hotel




	
Element 3 - Communication 


	
Any successful hotel operations plan must be built on effective communication, thus it is crucial that hotel managers take action to enforce expectations in this area (Koseoglu et al., 2020). In the hotel industry, effective communication is a two-way process that involves the exchange of opinions, knowledge, ideas, results, and data between management and staff in a way that ensures the message is heard and understood correctly (Ettinger et al., 2021). As it may appear, interior communication in hotels is no longer a crucial area of focus as the hospitality sector shifts toward offering a digital guest experience. Truth be told, with all of the recent shifts toward digitalization and an emphasis on the guest experience, communication in the hospitality sector is arguably much more important than before (Ettinger et al., 2021). There are several elements to be considered when considering effective communication. 
Cross-communication is, in essence, the exchange of information among various company departments, and it is especially important in the hospitality industry since there are so many distinct departments that must cooperate (Giousmpasoglou et al., 2021). In order to make cross-departmental collaboration as easy as possible, hotel administrators should take measures to eliminate any obstacles that may be present in this area. The constant and wise exchange of pertinent data may also be considered cross-communication, and it can significantly increase efficiency (Giousmpasoglou et al., 2021).
Aside from taking proactive measures to encourage cross-communication, this may be partially accomplished through training activities and the wise use of communication technologies (Koseoglu et al., 2020).
Service is essential for success in the hotel sector, as customer happiness determines income (Bardi, 2021). In the hotel industry, internal communication plays a function that should be investigated in terms of how its effectiveness influences client satisfaction (Bardi, 2021). If an organization implements new technology while also managing the impact on its workforce, internal communication will become a more potent tool for businesses (Bardi, 2021). 




	
Element 4 - Staffing 
s
When someone is hired for a job, their abilities must fit the job specifications for that position, this is a process known as staffing (Nikolskaya et al., 2019). In the hiring process, there are a number of factors to take into account.  Among them is  the recruitment procedure (Nikolskaya et al., 2019). It is the Identification, attraction, or encouragement of eligible individuals for the goal of filling open positions in a hotel (Marinakou and Giousmpasoglou, 2019). It starts with the release of an employment request form, which includes details such as the job title, beginning date, salary scale, and a brief description of the candidate.

Selection and placement are further factors in the staffing process of a hotel (Nieves and  Quintana, 2018).  The process of selection entails finding the candidates with the best qualifications for the position from the pool of candidates to be recruited (Nieves and  Quintana, 2018). With the understanding that they satisfy the minimal requirements for employment, candidates are invited to an interview ( Nieves and  Quintana, 2018).  Staffing is a necessary element for proper hotel operation and function (Lemy et al., 2019). This is because when properly done it ensures diligent employees are recruited to necessitate the success of a hotel.
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