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	The person who is working in the front desk of a hotel must fulfil some requirements. He needs to be communicative, needs to have some basic knowledge about the proper speech, needs to have clear speech, polite gesture, needs to give a good vibe, needs to be responsible, responsive, needs to be accountable for his actions. Both soft skill and hard skill are included in this requirement of skills for the hotels front desk. 
Communication skill:
The hotel’s front desk needs to have proper communication skill. The front desk is the person who will provide the guests with information about the availability of rooms, the expenses and other services (Tesone, 2015). So, he needs to be spontaneous and needs to speak fluently with the guests. If he is introverted, then it might become difficult for him to communicate with the guests without any hesitation or pause. The communication skill of the front desk person plays a big role in gaining more guests in the hotel. 
Responsive:
The hotel’s front desk always needs to be responsive. Even if the guests call the front desk at night time, there should be someone available in the front desk for emergency requirement of the guests. When a guest calls the phone number of the front desk, the front desk person needs to reply immediately. The positive response of the front desk ensures the satisfaction of the guests.
Positive energy: 
Only responding to the guest is not enough. The response needs to be enthusiastic. The front desk person needs to give an energetic vibe to the guests. They need to speak with a smile in their face while speaking to the guests (Hammer, 2016). 
Needs to have adequate knowledge:
As the front desk person needs to answer any queries of the guests, he needs to have adequate knowledge about the activities and services offered by the hotel. He needs to be able to have fluent conversation with the guests. So, they need to study and learn if any other facilities have been added to the service of the hotel. 
Problem-solving skill: 
The front desk person needs to be quick and smart so that they can solve any unexpected problems that may arise. They need to have the problem-solving skill to mitigate the problems among the guests or employees. 
Stress management: 
The guests complaint about the problems and dissatisfaction they have faced to the front desk and they need to listen carefully and patiently without being emotional or violent (Solomon, 2018). So, the front desk people need to manage their stress so that they do not act unprofessionally to the guest’s complaints. 
Adaptability:
The front desk needs to meet new and different guests every day and they need to adapt to this newness every day. So, they need to have the adaptability skill to adjust to different types of guests. 
Telephone manner:
Whenever a guest calls on the front desk, the front desk person needs to speak to the guest politely, listen to his concern and then need to solve the problem. On the other hand, the possible guests may call the front desk to ask about the services and availabilities. As speaking in the telephones are one of the main responsibilities of the front desk, so it is very important for them to maintain politeness and smartness while speaking with the telephones. 
ICT knowledge:
The front desk person needs to have adequate knowledge about computer and technology (Corgel et. al, 2011). As they need to access different information related to hotel service in the computer, they must have proper knowledge to access and use the information. Also, they need to have some technological knowledge to run the devices kept in the hotel rooms for some kind of complaints. 
Time management skill: 
The front desk person needs to be efficient in managing time and doing tasks in the given time. He needs to be cautious about picking the call on time, responding on time and implementing the given order in time. So, he needs to be fast and need to be able to work under strict schedule (Bardi, 2010).  
The hotels front desk has different responsibilities and role to play in the hotel and they need to already have or acquire all these skills to properly work in a challenging place like the front desk.
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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 quick resolution of this scenario in the future?

	As a front desk associate, I can prepare myself to present in front of the guests properly.


	As the guests ask about al their queries to the front desk associate. So, the front desk associate needs to be informed about the available services like the spa, massage, fitness, swimming and other facilities. Also, the payment of these services needs to be known by the front desk associate. 
	I consider this preparation as most effective because without preparation, the front desk associate may stutter and hesitate whether he is giving the right information. Also, if the front desk associate tells all the information reading out from the booklet, then he might not seem very reliable and it will ruin the brand image of the hotel. 
	Keeping some notes about the available services may help the front desk associate to collect his thoughts and telling them in an organized manner. Also, a booklet can be made combining all the service names and costs so that it becomes easier for the guests to navigate and also it makes the job easier for the front desk associate.

	I need to manage the time properly as a front desk associate if I want to the hotel I am working for get a good representation by me. 


	The operations will run smoothly in my shift if I stay at the front desk for the scheduled time. Even if I have to leave for emergency, I will have to keep someone else at the front desk as proxy for those short breaks. Otherwise, if guests do not find the front desk associate in their time of need, it does not create a good impression. 
	I think distributing work based on time is very important as a front desk associate so that the front desk does not remain empty for a moment. I think this is very effective because it will not create unnecessary burden on a single person and I will be able to take emergency breaks during my duty. Also, the telephones need to be picked up immediately in the front desk. 
	If I do not have the authority to make a roaster, then I will ask my supervisor or the senior in the chain of power to make a roaster so that the calls of the front desk do not get missed. Also, to avoid mismanagement, a front desk associate is needed all the time. 

	I need to communicate smartly with the guests as a front desk associate.


	The people sitting in the front desk often represent the hotel facilities to the guests. So, by communicating spontaneously, by pronouncing the words carefully and properly, speaking with a smile, I am representing the hotel positively to the guests. So, I will have to be careful about what I say and how I say it to create a good impression among the guests. I need to use standard easy English so that the guests can easily understand me and can feel inclusive. 
	I think my plan is effective because I have seen that when a front desk associate speaks informally, it creates a negative impression in the guests about the whole hotel itself. So, the front desk associate represents the brand image of the hotel. So, it is very necessary to speak clearly and smartly to ensure the guests can understand and become satisfied with my service. 
	I can plan some basic and common information that I need to convey beforehand so that I can speak up shortly and fluently and meet the guest demand. If I can convey the message within small sentences, then it will also not take much of their time and they will also be able to know what they wanted to know. 

	 I need to maintain confidentiality while working as a front desk associate. 


	As I will play the role of a front desk associate, the guests will fill up and submit their personal information to me and I cannot expose the information. Otherwise it will create negative brand image for the hotel. 
	I consider maintaining confidentiality as a code of conduct under privacy and not fulfilling it can create legal problem for the hotel and its employees.
	The personal information can be kept in a database and need to secured by digital locks in a computer instead of keeping hard copies of the information.



Component Three:
	
Element 1 – Property Management Systems (PMS)


	Property Management Systems is a hotel operating software; which is used for the convenience of the guests and employees (Ajanović & Çizel, 2015). PMS is used even in places beside hospitality sector. The guests can use the facility of reservation of rooms and tables with PMS. Because of PMS, the selected or reserved room looks booked and the available rooms can be easily found. Then the data related promotion and guest satisfaction can be found through PMS in a hotel. PMS helps in organizing all the tasks that the employees needs to be do every day, week and month. PMS provided security of the guest data. Then PMS keeps track of the housekeeping services in every room. Also, the check-in check-out condition of the guests can be found through PMS. The data of the guests can be properly managed through PMS. PMS is a central unit software and it keeps all the information of a hotel in the same place in an organized manner and it helps to understand the overall productivity rate of the hotel and the condition of it in the hospitality sector of UK (Brown, 2015). The revenue rate of each year can be analysed and compared through PMS. Furthermore, the room rates can be determined through analysing and planning from PMS. So, PMS is certainly an important element that needs to be used by the hotels.

	
Element 2 – Hotel reputation


	The reputation of a hotel is another fundamental element in operating a hotel. The guests only become attracted to visit a hotel with good reputation. However, this reputation can be damaged easily if the employees are not careful enough. Here, the hotel reputation indicates the reputation of a hotel in the online platforms (Brown, 2009). The most effective way to promote a service is through websites and social media and hospitality services are using these mediums very effectively. The guests before needed to come to a hotel and enjoy the service then they could review the experience and understand the service quality. However, now the hotels have reputation in the websites and the potential guests can compare them and find their desired hotel services. Hotel reputation includes perceiving the services and promotion from the point of view of a third party to review and understand whether it is being effective to make the potential guests attract. Also, the hotel reputation management involves reading the reviews and experiences of the previous guests found in the social media and websites to understand the present reputation of the hotel industry particularly (Crystler & Farace, 2017). The reputation of the hotel is a long-term element and determines the productivity and revenue rate of the hotel. Hotel reputation helps in creating a brand image of the hotel even worldwide. So, hotel reputation is an important factor in the tourism sector.

	
Element 3 - Communication 


	Communication is another necessary element of hotel operations and proper communication among the employees and guests is needed to solve and mitigate any potential problems or issue. The communication is a key to help reducing misunderstanding in different situation. The employees in a hotel needs to start communicating from the front desk and they need to answer any queries of the guests (Jalbani, 2017). Communication is conveying meaningful message with a purpose and without communication social beings like human cannot go on with their daily activities. The communication type of the employees in a hotel is formal. The communication in the hospitality sector does not always need to be verbal. Sometimes the hotels offer free buffet for the breakfast, welcome drinks in the entrance, free swimming pool service etc. Through these services they try to make a connection with the guests and create a good impression even without communicating verbally. Moreover, when a guest complains about something, listening to their concern can also be a positive communication where they only need to listen carefully. Listening to their feedback and trying to correct the lacking of the hotel makes the guests satisfied and it becomes a meaningful communication (Jogaratnam & Tse, 2014). Sometimes the employees in a hotel can speak and convey their message properly while using minimal words. The employees need to communicate to the guests in a polite and friendly manner to avoid any miscommunication.

	
Element 4 - Staffing 


	Staffing is another very essential element in operating hotels. The recruitment process in the hospitality sector needs to be very crucial as the different employees in different position needs to have some required qualifications. They need to have good communication skill, problem solving skill, flexible, good behaviour, good knowledge about their responsibilities, need to be accountable for their action etc (Murthy, 2014). This process of staffing needs to be just and unbiased as otherwise the hotel reputation will suffer. The recruited staffs need to trained to ensure that they know the aim and responsibilities of the hotel and need to be informed about the code of conducts properly. Alongside recruiting, the staffing includes developing the relationship between the employees so that there is no conflict among them. To create a harmonious environment in the hotel, it is very important to develop a good relation among the employees. The employees need to feel like they are part of the hotel and only then they will give their best in their work performance (Qi, 2016). The motivation of the staff enables good productivity and quality service to the guests. There should be option of reward for any good or extra work done by the employees and then they will be motivated to work with their full potential. The quality of work depends on the mental condition of the housekeepers, front desk associate and other staff in a hotel (Rutherford, 2015).
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