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What are the key skills required to work at the hotel's front desk?
Week 1
I have served as a front desk employee in a hotel in the United Kingdom named The Premier inn which is a famous hotel and resort company in the UK. I have served for some years and I had some crucial responsibilities in the hotel. My first duty was to handle check-in and check-outs where I used to verify customers' IDs. When I was serving in the hotel I used to experience both types of feelings such as bad and good. While working in the hotel I had to deal with different types of people and each customer had different attitudes and beliefs. I was being appreciated by positive people in the hotel. Some customers liked my way of communicating and giving respect and this is why they used to appreciate me. I felt so glad at the time of being appreciated by positive customers (Shin et al. 2019). 
While doing my job at The Premier Inn Hotel I have gained some good experiences as well as some bad experiences that are very helpful for me in my future career. According to me, one of the best things that I encountered is receiving positive feedback from customers who had a memorable time in the hotel and they used to express gratitude to us.
When analysing all the things, I understood that having all the skills required to work as a front desk employee in any hotel. Although, I have all the required skills such as communication, technical, teamwork, sales, time management, problem-solving, customer service, and organisation skills (Wu et al. 2019).
As I already have discussed, I need to develop three skills that play a vital role in the hotel industry. I have made an action plan for myself that will guide me to develop my time management, problem-solving, and technical skills. I am doing research and learning some of the time management techniques. After learning I will choose one technique and will follow it. The expected duration to develop time management skills was 3 Weeks and I completed it in 4 weeks.
Week 2
I also used to collect payments from customers, and I used to provide room keys to customers. Another responsibility was customer service in which I served customers by solving their issues in the hotel. On the other hand, I also used to deal with very annoying customers who often used to start debates even for small things or errors in the hotel. I felt very disappointed because of this type of customer in the hotel. Another good thing is that I used to meet people from different backgrounds and cultures, and this is what I liked the most. The worst thing I have ever encountered in the hotel is associated with work hours where I had to work overnight shifts and working long hours. But the main problem here is that I am weak in some skills such as technical skills, time management skills, and problem-solving. Other skills such as communication, customer service, sales, teamwork, and organisation skills have contributed to my success in doing the job properly.
Week 3
I also used to manage and keep customers safe and secure. Apart from these things, I used to handle queries of customers that helped me to solve their issues while staying in the hotel (Ed.ac, 2022). Overall, my experience is good in the hotel because I love my work as I am passionate about this career. When I look back, I always appreciate myself because of doing my job with honesty and integrity. Dealing with angry, dishonest guests was also a major bad thing for me (Moufakkir and Alnajem, 2017). Skills such as technical, problem-solving, and time management have created several challenges and issues for me. I was unable to make good use of technical things and I was also facing some issues while solving problems (Belias et al. 2019). I will start practising problem-solving from easy levels to critical levels where I will increase the level of complexity every day. The expected time to develop this skill was 5 weeks but it took me 4 weeks. I am going to learn about different technologies that are being used in hotels and resorts. I will try all the technical things practically after learning about them. The expected time to develop this skill was 6 Weeks but it took me 7 weeks.
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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 quick resolution of this scenario in the future?


	First, I will interact with other front desk associates of my hotel and will try to analyse the situation with them and then I will advise them to divide the work of our manager between us.
	I will ask all my colleagues to help me to run the operations of our hotel smoothly.
	If my colleagues support my idea of splitting the responsibilities of our manager between us then I will understand that my advice is effective.
	If I get success in this plan of dividing the responsibility of our managers between us, I will use it again in the future if I have to face this kind of situation again.

	Then I will talk to the staff and tell them how to behave and provide excellent service to the customers.
	This work needs to be distributed between us and all of us need to monitor our portion of the work with seriousness.
	From the first few hours of service provided by me and the whole workforce, I will be able to consider the success of my plan.
	I will make a chart of distributed works and will keep that safe for the future when needed.

	I will distribute work properly and ask my colleagues to monitor the sectors and the junior employees to make sure that the entire staff is working with full dedication.
	I need to provide service to each guest immediately and ask them personally if the problems are fixed or not or if any other thing is bothering them.
	When I will get appreciation for excellent service from the guests I will be able to consider my plan as an effective plan.
	I will ask my manager if there are any other ways to avoid these kinds of issues in future and will analyse the suggestions from my managers if those are suitable for that kind of situation.

	I will greet all the guests of our hotels and will take care of their issues.

	Not only me but also the entire staff is needed to run a hotel smoothly. So, I will motivate all of my junior employees to work effectively for the reputation of the hotel.
	If my manager appreciates my management after returning to the job, then I can consider that my plan was good and efficient.
	I will ask my colleagues if they have any suggestions to handle this kind of situation in future and will make a proper action plan ready to use.

	Also, I will attend to all the phone calls from the borders of the hotel and will listen to their inquiries.
	With the support of the entire workforce hopefully, I can manage to run the hotel smoothly.
	I will consider my plan as an effective plan from the good feedback of the guests and will understand that I am good at making backup plans.
	I will be ready for any problematic situation and will not give any kind of trouble to the guests of my hotel.



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)


	
In the hospitality business property management system is an important software. This software helps to manage commercial residential rental properties and hospitality accommodation. To operate the hotel industry the software provides an initial help to maintain the property as well as the business operation (Bellini et al. 2020). This software helps to examine the day-to-day function and analyze the financial transaction in the business. If the hospitality industry expands its growth, the industry must record each piece of data in its personal storage device. Property management software helps to store large data and securely protect these data (Bebetterhotels, 2023).
According to the industrial need, the property management system has been customized. In this way, it increases the power of the power of operation. Property management software has focused on some common tasks such as event planning, detecting the food and beverage costing and record the booking and checking procedure and so more. The property management system is used as a project management software. With the help of this system software, the hospitality industry can quickly solve its operation. Using this system the companies can spend less money on their manual labor and also support the actual data. It gives high security in the business operation that provides an accurate and intuitive way to manage the business operation (Contributor, 2018).  

	
Element 2 – Hotel reputation


	In the hotel industry, reputation creates a significant impact on the industry's growth. A positive reputation helps to flourish the brand easily. It effectively impacts sales and increases revenue.  The hotel industry gains its reputation by responding to all reviews of its potential customers. If the customer faces any problem with their services the companies try to respond to all reviews at a specific time. In this way, the company gains positive feedback from the customers (Darios, 2023). The industry has to maintain the protocol of the specific place in which the industry establishes its branch. The hotel industry concentrates on the local area demand for maintaining the pricing strategy. To create a positive reputation in this industry hotel companies operate their business based on the customers' demand. The hotelier promotes their brand by providing the requirements of the customers. The company always focuses on surveys of customer satisfaction. In this way, they gain many reviews from their customers. It helps to improve the operation of their service which helps to promote their brand awareness among the customers.  Due to technological advancement, the hotel industry uses social media platforms to publish their brand advertisements. In this way, they gain more customer interest which helps to hold the reputation. To hold the reputation of the industry the companies focus to increase the customer's trust. Customers' trust in this hotel industry is a prime factor as customers travel to unknown locations and pay for the best services.  If the hotel companies fail to make customers' trust it creates a negative reputation on the market (Whatman, 2021).  

	
Element 3 - Communication 


	Communication skill is the most important skill to establish any industrial sector. In the hospitality industry communication skills play a vital role in developing the business. Though the hotel industry depends on public dealing.  The hotel industry focuses on improving the communication skills of its staff (Alexakis and Jiang, 2019). For this reason, the industry arranges a training process that helps improve communication skills. Along with that, the employees of the industry learn the way of talking, and maintain the behaviour which helps to manage the customers.  good communication skills help to clearly and consciously speak with the customers which help to understand the term and condition of the service. Effective communication creates a great help for the growth of the industry to ensure the benefit of the communication chain (Mooreandsmalley, 2023). To run a smooth business operation the employees create a strong relationship with each other through good communication skills. In this way, they provide the best services to the customers and gain positive feedback from the customer.  Effective communication skills of the employees also increase the reputation of the hotel.  Due to this good communication skill, the employees present a polite attitude toward the customers that creates a more positive point to enrich the trust of the customers. Through verbal and written communication the employees clarify the customers' queries and present a reliable answer. For this reason, the customers trust the hotel companies and pursue their services (Petty, 2023).  

	
Element 4 - Staffing 


	Staffing is the employment process which refers to finding the right worker. In the hotel industry, good qualified and experienced workers are needed to operate the business.  To increase the industrial growth and hold the reputation the hotel industry recruits proper staff who manage all operations.  The hotel companies present a clear job description to their staff. In this way, the employees can understand the role and function of the work. The staff overview the know; lege of the work activity from the detailed job description. The hotelier uses external and referral strategies for their employee recruitment procedure. The industry arranges a training procedure for their staff to improve their skill and also their behavioural attitude (Revfine, 2022). The hotel industry deals directly with the customers, so the hotelier focuses on developing the employees' behavioural attitudes which help to manage the customer wilfully. To provide good and secure service to their customers the industry needs to check the background of employees at the time of recruitment procedure. In this way, the industry creates a trustful ambience for the customers. To enrich the industrial growth the employees, need excellent customer service skills. In that case, the hotelier provides proper training to develop their customer service skills which helps to keep the pleasure of the customers in providing their services. The hotelier offers their staff a flexible work schedule to create a positive work capacity. In this way, the employees choose their work shifts as they feel comfortable (Testgorilla, 2022). 
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