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	“What are the key skills required to work on the hotel's front desk?”
I believe skills are the most essential factor in the front desk services of hotel businesses. The employees at the front desk are responsible for creating a good impression of the hotel and increasing customer satisfaction. They play a crucial role in building a positive reputation for the hotel (Ekhsan et al., 2020). Therefore, learning skills is imperative for the individuals working at the hotel front desk and increasing the chance of obtaining the job. As per my viewpoint, the following are the major skills required while working at the front desk of the hotel:
Communication: the hotel receptionist tends to have effective and stronger communication skills as it helps them in interacting with the customer whether over the phone or in person. While studying hotel management I have acknowledged the fact that having strong communication skills is the most required skill for front desk employees. Stronger communication skills enable the employees in solving problems, discussing the prices of the hotel, booking rooms and giving directions to guests (Idayanti et al., 2020). Communication skills are essential in providing detailed information regarding the preferences of customers during their stay. I have learned that maintaining a positive tone while interacting with customers is effective in ensuring a comfortable environment for the clients. Thus, hotel receptionists tend to utilize their effective communication skills in discussing problems with team members in identifying the areas for further improvement and in delivering better customer service.
Organisational skills: it is the most essential skill required in front desk staff as it helps them in carrying out numerous tasks and in operating the business activity efficiently. I have recognised the importance of organisational skills at the hotel front desk, as the staff at the front desk is usually occupied with numerous tasks in a single time such as greeting customers, answering the phone, responding to the manager while working on the computer along with solving problems of guests. Therefore, having effective organisational skills is imperative for the front desk staff at the hotel in balancing positive interaction with the customer and completing other tasks (Olimovich et al., 2020).
Teamwork skills: Through studying hotel management, I have also recognised the importance of teamwork skills. Having strong teamwork skills is essential for the front office staff in collaborating with the manager and other colleagues. Teamwork skills play a major role in delivering quality service and in meeting the expectation of the customers. The effective teamwork skills of the front desk staff are beneficial in discussing customer issues, planning the best meeting and exploring ways in improving tier performance and even reaching the monthly goals of the hotel. The utilisation of collaboration skills helps in creating a positive workplace. I believe that having effective teamwork skills enables the front desk staff of the hotel to work effectively with other staff in creating a positive experience for the customers.
Problem-solving: It is the skill required in the professional field, more specifically in the hotel business. I have realised that front desk staff must have problem-solving skills in deceiving positive experiences for the guest.  Thus problem-solving skills is crucial for them in identifying the major root of the problems and coming up with the most effective solution (Marneros et al., 2020). Being a front desk staff, I believe that individuals must have the ability in identifying problems and utilise problem-solving skills in providing solutions. It is a significant skill as it helps in ensuring the continuation of effective business operations. For instance, the front staff at the hotel with effective problem-solving skills tend to solve problems such as food allergies, inappropriate charges for rooms, damaged key cards, and other unexpected emergencies. Thus, with effective problem-solving skills, the front desk staff can address emerging issues and be able to plan responses while implementing appropriate solutions.
Adaptability skills: I have realised that the front desk staff at the hotel must have adaptability skills as it will enable them in managing the change effectively. Meeting new clients or guests and addressing their different needs must be fulfilled by the staff (González-González and García-Almeida, 2021). Thus, adaptability skills are essential for the staff in dealing with the change and in providing effective services. There might be certain changes such as new strategies in marketing, increase in room prices, team expansion, management replacement, different locations of desks and the reduction of working hours. Therefore, in dealing with such changes, the front desk staff must utilise their adaptability skill to adapt to the changing schedule and in increasing their efficiency.
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Action plan
The action plan is crucial in planning the objectives which are effective in improving the overall performance of the business organisation.  Being associated with front desk service, it is imperative for me to have positive interactions so that I can deliver a positive experience to the guest. Thus, the action plan will involve encouraging positive interaction. It will also include other objectives imperative in increasing the efficiency of the hotel and enhancing productivity.
	Specific
	Measurable
	Attainable
	Relevant
	Timeframe

	To encourage positive interaction with the guest.
	The satisfaction and happy guest will measure the success of this objective.
	With the use of effective communication skills and creating a better flow of communication with a positive tone while interacting with the guest.
	Positive interaction with the guest is essential for the front desk associate in resting customers and increasing the reputation of the hotel.
	3-4 months

	To meet the expectation of the guest.
	Good and positive reviews from the guest and increasing reputation of the hotel will measure the success of this objective.
	Analysing the preferences and needs of the guest and providing services as per their need with efficiency and effectiveness will help in accomplishing this objective.
	Meeting guest expectations most significant for the hotel business as it helps in retaining customers and generating more sales and revenues.
	6-7 months

	To develop effective collaboration with colleagues in delivering better service to the guest. 
	 The efficiency in the operation and in providing services and the increase in the productivity of team members will measure the success of the objectives 
	Conducting staff meetings and providing clear roles and responsibilities to each of the member staff and sharing ideas along with listening to their problems is beneficial in achieving this objective 
	Effective team collaboration is important for the front desk staffs at the hotel as it enables them in operating the hotel activities efficiently.
	3-4 months



	“What are you going to do to ensure that the hotel is represented well to guests?”

	The action plan I have implemented and the objectives that I have set are effective in ensuring the positive reputation of the hotel. By encouraging a positive interaction with the guest, I will be able to provide a welcoming environment to the guest. Moreover, it will also enable me to address the needs and problems of the guests and to deliver better service. I have identified that effective communication skills are the most important abilities that front desk staff must have. Therefore, through developing my communication skill I will focus on making positive interactions with the guest. Positive interaction with the guest is essential in identifying the problems associated with the guest services and in solving them efficiently (Bardi, 2021). I will make sure that every need of the guest has been fulfilled efficiently and ensure that the guest will have a wonderful experience during their stay in the hotel. Through interacting with the guest, I will make sure that I will use a positive tone in interacting with the guest and will provide information regarding all the services that the hotel provides along with the details regarding the charges of the room. Thus, through making positive integration and meeting the expectation of the customer, it will likely generate a good reputation for the hotel (Kijpoonphol and Linh, 2021).  The hotel will be represented well to the guest and will be beneficial in retaining the guest and obtaining the loyal client which is essential in improving the profitability of the hotel.

	“How will operations run smoothly throughout your shift?”

	One of the objectives in the action plan includes collaboration with team members, which will play a significant role in running the operation efficiently and smoothly. Through effective collaboration with other staff, I will make sure that each of the members understands their responsibilities and roles clearly. Firstly, I will conduct the staff meeting and will provide the roles for each of the members of the team so that they can work effectively. I will ensure that each of the staff is doing their specific tasks and are not facing any sort of difficulties. Understanding and knowing guests is crucial in enhancing their experience and also in improving the operation of the front desk (Adeyinka-Ojo et al., 2020). Thus, through creating positive interactions, I will focus on learning more about them. It will also help in addressing the problem that the guest is facing. In addition, I will prioritise my task as per its requirement while focusing on the speed of delivering the services. As I have identified the importance of organisational skills, I will develop this skill so that I can organise and prioritise my tasks effectively. As different guests tend to expect different things from the hoteliers, I will make sure that every need is fulfilled and team members associated with the front desk operation are doing their tasks effectively. Effective collaboration with the team members will be beneficial in running the front desk operation efficiently. In addition, I will focus on offering regular training to the staff so that each of the staff can make effective and quick decisions. It will further help in increasing the productivity and efficiency of the front desk operation.

	“Why would you consider your plan being the most effective?”

	I consider my action plan to be most effective as the objectives I have set will help in increasing the efficiency of the front desk operation. I believe encouraging a positive interaction with the clients is the most essential factor for the front desk staff. While working as a front desk associate my plan in creating positive interaction with the clients will be effective in identifying the needs and understanding the preferences of the guest. It is also essential in obtaining guest satisfaction and increasing good repetition of the hotel. Therefore, having effective communication skills and delivering better interaction with the guest is crucial and most effective for enhancing the operation of the front desk (Purwanti, 2019). In addition, another objective that I have set in the action plan such as meeting the expectation of the guest can be considered as most effective for the hotel operation. With the changing demands and preferences of the customer, it is difficult for the hotels to identify the major needs of the customer. Moreover, as different guests tend to have different preferences and it is crucial for the staff operating at the front desk must identify and understand the preferences and specific needs of the guest by making better and more effective interactions with them. The other plan is to encourage effective collaboration with the team members which I considered the most important factor in improving the performance of the front desk operation.  It will be effective in delivering quality service to the guest and in providing a better guest experience.

	“What contingency plan will you put in place to ensure a quick resolution of this scenario in the future?”

	In the future, if a similar situation such as managerial leave for the day occurs, I will focus on the objectives that I have set in the action plan and will make sure that every team member within the front desk is efficiently doing their task. I will focus on creating and building effective collaboration with the team members and even encouraging a positive interaction with the guest so that the operation within the front desk runs smoothly while accomplishing the coal of the hotel. I believe that the hotel business should focus consistently on the preferences and needs of the guest so that it can retain the customer and even obtain a loyal customer base. Having a loyal customer base is essential for promoting the services of the hotel and even creating awareness and a positive reputation (Sann and Lai,2020). Therefore, in the future, I will focus more on providing services as per the needs of the customer and enhancing the efficiency of front desk operation. I will ensure that the hotel has been able to meet the expectation of the guest which will further help our hotel in obtaining a stronger customer base. Moreover, as I have mentioned that offering constant training to the staff is effective in enhancing the operation of hotel businesses therefore, I will focus on providing regular training to the staff and increasing their productivity.     
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“Describe the key elements that are required when considering these four elements of hotel operations” 

	
Element 1 – “Property Management Systems (PMS)”


	Property management system is basically a system which allows a hotel or a group of hotels to manage the capabilities of the front office such as booking the reservation and so on. It includes the activities such as check-ins and check-outs, managing the rate of the rooms, Billings and so on. There is numerous software which is available that have improved “property management system facilities” (Ushakov et al., 2020). A particular Hotel can be focusing on using technology such as IQware PMS, eZee Absolute and so on which allows to make sure that the property management system within a particular Hotel is highly effective. It is also necessary to make sure that highly competent staff are on duty for gaining an effective level of property management system within a particular hotel.


	
“Element 2 – Hotel reputation”


	There are some of the major considerations which need to be made while making consideration about maintaining the hotel's reputation. One of the major elements which need to be considered is to make sure that an appropriate level of services is provided to the customers. The services which are provided to the customer need to be based on a cost-friendly approach and also need to be made sure that the services justify the charge which is made on the customer's purchase (Sann and Lai, 2020). If the organisation fails to provide the services which are promised to the customer then there are higher chances that the reputation of the hotel gets impacted in a negative manner. The focus also needs to be based on the review sites as it is one of the major focuses of the customers while choosing the hotels. The focus of the business needs to be based on making sure that the business becomes able to gain positive reviews on various online sites. In order to achieve it a particular business needs to make sure that proper services are provided to the customer. 
The focus of the company also needs to be based on keeping an eye on social media. If the company or a particular Hotel becomes successful in being in contact with the customers then they will have a better understanding of the particular business (Fraser, 2020). Moreover, the queries of the customers can also be solved in an effective manner by being in direct touch with them through social media. It is another major approach that helps in making sure that the Hotel's reputation is maintained by a particular business. A particular hotel or so needs to focus on responding to negative comments quickly. The focus also needs to be based on making sure that the reason which has led to the negative comment is resolved. It is also necessary for hotels to encourage positive feedback from customers. Most of the customers in the modern business know about a particular hotel through online sites (Longart, 2020). They first focus on checking the review of a hotel business which makes it necessary for a hotelier to maintain positive comments which improve the reputation of the hotel.


	
“Element 3 - Communication”

	Communication is another major factor which needs to be maintained within a particular hotel to ensure its success. One of the major considerations which need to be made by a hotel business to improve communication is being in regular touch with the customers. It can be achieved by a hotel by being active on the websites of the business and regularly answering the queries of the customers (Szende et al., 2021). Social media is another major platform that can be considered by a business while focusing on improving communication. A business will be able to gain feedback and also resolve the queries of the customers while being in touch with them on social media. It is one of the major approaches that allows ensuring that the communication of hotel business with the customers can be improved. It is also necessary to ensure a good front desk impression for improving communication within a hotel business. If the front desk employees do not have proper communication abilities, then there is a lesser chance that the customers will have proper communication (Pace and Miles, 2020). It impacts the business in a negative manner so it is necessary to ensure that there is an employee who is competent in communication at the front desk. 
Hotel businesses can also focus on communicating with the customers and also with the employees within the organisation by making meaningful offerings. If a business in the hotel sector offers discounts and also various attractive offers then there is a higher chance that the customer will have better communication (Floričić, 2020). It is not only necessary for the success of a business in the hotel sector but also helps in improving the reputation. The introduction of a chatbot on the website of the hotel business allows for improved communication. 
The most significant factor which needs to be considered for improving communication is to be respectful and also patient towards the customers. It makes sure that the customer will have better communication with hotel staff and as a result of which there are higher chances for the business to be successful. 

	
“Element 4 - Staffing”


	Staffing is one of the most crucial factors for the success of any kind of hotel. In order to gain effective staffing within any hotel it is necessary to make sure that employee engagement is gained. When there is proper employee engagement within a particular Hotel then there is a higher chance that there will be better employee retention (Reza et al., 2020). In order to achieve employee engagement one of the major factors that need to be considered by a hotel is to treat the employees in a healthy manner and also offer them sufficient opportunities and training. It is also necessary to make sure that the employees are provided with fair pay and also support them in achieving better work-life balance. It will help in making sure that a better workplace culture will be cultivated which is one of the crucial factors for gaining employee engagement. In order to achieve proper hotel staffing it is also necessary to bring every employee on board with the vision of the business. Therefore, it is necessary to make sure that the goals and vision and also the ideas of the business are shared with the employees so that they will be effective in accomplishing the goal of the hotel. 
Another approach that the hotel business needs to be considered is improving communication and also efficiency within the organisation with the use of technology (Shin et al., 2019). It is necessary for the hotel or any type of business to have proper communication to ensure that an effective level of staffing is achieved. When there is proper communication with the use of technology then the potential of a particular Hotel increases to maximise and also allows the business to become successful. 
The most important approach that needs to be considered for making sure that an effective level of staffing is achieved in a particular Hotel is delegating and rewarding. It is necessary for the hotel business to include and acknowledge the people who are within the hotel operation. When there is the proper level of delegation and reward within the hotel operation, then there are lesser necessities for micro-managing (Ben Lahouel and Montargot, 2020). It allows making sure that the employees will be growing a sense of trust and responsibility when they are delegated in a proper manner. It also helps in empowering the employees for growth which is necessary for creating successful and strong teams. When people within an organisation are provided with proper opportunities in reaching their potential, then there is a higher chance for the hotel to be successful and gain appropriate staffing (Omuuduet al., 2020).
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