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“What are the key skills required to work on the hotel's front desk? “
Hospitality industry can be referred to as the broad sector that offers different services to its customers. Hospitality industry offers various services to its customers, it includes food and beverage, travel and accommodation (Bardi, 2010). It also plays a vital role in the development of an economy. It includes the subsectors, like hotels, resorts, airlines, entertainment and the event management industry. Hotels and resorts provide accommodation to their guests which is also considered an important part of the hospitality sector. The hospitality industry focuses on providing the best customer service to their guests. This industry also has an important role in the United Kingdom's economy. It comprises approximately 143000 businesses in the United Kingdom. There are more than 1.8 million people who are working in the hospitality sector. In 2019 the hospitality industry generated more than 40 billion pounds for the United Kingdom economy. Hospitality industry requires a diverse set of skills. These skills are necessary for achieving the needs of the guests and also to provide an exceptional experience (Corgel et al., 2011).  Staffs who are working in the hospitality industry require a variety of skills. As staff working in the hospitality sector, I possess a variety of skills which can be considered important for the hospitality sector. I possess good communication skills, while working as a staff in a hospitality sector communication skill is necessary. The constant communication between the staff and guests compels staff of the hospitality industry to develop this skill. Verbal communication is necessary as constant communication must take place between the staff. The tone which has been used must be clear and concise, as information must be passed on between the staff about orders. Nonverbal communication such as facial expressions, body language, and eye contact can play a vital role in the hospitality industry. The staff of the hospitality industry must use nonverbal signs to convey attractiveness and also to promote professionalism in the industry (Hammer, 2016). Constant communication must take place between me and my colleagues; this can help me to provide the quality of services to the guests who visit our hotels or restaurants. 
I also possess problem-solving skills; this skill is also considered important for the staffs who work in the hospitality industry. Problem-solving skills provide the ability to think quickly and to understand the problem which can help the staff to resolve the problems that arise in the hospitality sector. Hospitality industry staff may face different types of situations while entertaining guests. Hospitality staff must often deal with the guests' complaints or dissatisfaction. If a staff possess effective problem-solving skills then they can find a perfect solution for the issues, and this can provide an effective solution to their guest's problems. In the hospitality sector, mistakes occur when offering services to their customers. This can lead to complaints which can also cause conflict in the hospitality sector. Staff must possess strong problem-solving skills which can help them to remain calm so that they can provide an effective solution to their staff's programmes. With problem-solving skills, I can turn a negative situation into a positive one which can decrease the negative impact on our hotels or restaurants. 
I am also good at time management, staff working in the hospitality sector must have good time management skills. In the hospitality sector, guest satisfaction is given paramount importance, with the help of time management skills staff can handle check-ins and check-outs of their guests. They can even provide their orders in time which can help the hospitality industry to increase their staff satisfaction. Time management skills can also help staff during unexpected emergencies. These unexpected emergencies can be equipment failure or guests' complaints. This skill can help them to respond in time without causing any delays. 
I also possess good team working skills; this skill is also considered important for the staffs who work in the hospitality industry. In the hospitality industry, teamwork is essential as it ensures smooth operation. Effective team management skills will ensure that their staffs understand their roles, which can help them to provide high-quality services to their customers (Kwiatkowski, 2019). Guest satisfaction is given Paramount importance by the hospitality industry. It can only be ensured when their staffs are collaborating with one another. A well-managed team can handle the guest's inquiries and provide personalised services which can result in enhanced guest satisfaction. Conflicts can arise in the hospitality sector; with the help of team management skills these conflicts can be resolved with the help of good team management skills. 
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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?


	
The front desk associate plays a significant role and acts as the face of the company as he is the first person to meet and greet the guests in the hotel (Tewan, 2009).

	I will ensure that the hotel operations run in an effective manner during my shift. The front desk associate plays a major role in welcoming the guests and delivering and receiving all the mail. They should also ensure that they respond to the calls of the customers also coordinating with the various activities of the office.
	Considering that all the departments of the hotel operate in an effective manner, would instil in making the experience of the customers valuable and memorable.
	The absence of the manager indicates the arising issues related to the management styles, marketing, health and safety and culture from the various areas of the department.

	
As the front desk associate, I will implement various measures that would help me to enhance the experience of my guests. One of the most crucial factors which must be considered by the hotel is to provide the best customer service to their guests (Cop et al., 2020).

	During my shift, I will ensure to communicate with the guests in an effective manner by understanding their needs and wants. I will make sure that all the departments of the hotel coordinate in an effective manner so that all the needs of the guests will be met. 
	As front office staff, I will interact with the various departments which include housekeeping, marketing and sales, security, food and beverage, and housekeeping to ensure that all the departments are working effectively to add value to the company
	In order to mitigate and provide a quick resolution to the problem that has been faced by the company, I would initiate a department of efficient employees to do the job of the manager till he will be present in the hotel.

	
I will ensure that the hotel is represented well by catering for the needs of the customers by performing all the tasks related to check-in and check-outs. 

	In addition, it is important for the front desk associate to make sure that each guest's stay in the hotel is enjoyable and pleasant which would add value to the reputation of the hotel (Solomon, 2018). 
	I would consider my plan effective as I am able to attend to all the customers in a proper manner and fulfil their needs.
	The various issues which can be faced by the company in the absence of the manager are a decrease in the level of performance of their work, understaffing.

	
I will also ensure that the management of the reservation is done in an effective manner online or through their phone in a timely manner. I will represent the hotel by providing the guests with valued information about the amenities offered by the hotel and also describing the attractions of the hotel area.

	Similarly, I will ensure the pleasant stay of the guests by coordinating with the housekeeping department to make sure that all the rooms are clean and well-maintained. 
	I was able to make sure that all the departments coordinated with one another in the absence of the manager.
	Poor coordination of the team, and lack of communication among the various departments can lead to the immense decrease in the level of the decrease of productivity at work.

	
I would offer some extra benefits which would aid in representing the hotel in an effective manner to the guests.  


	The absence of a manager can lead to various issues like the allocation of resources, management style, culture and organisational problems. I would implement the strategies of coordinating with all the departments of the hotel and ensure that their work is done in a timely and effective manner.
	One of the crucial aspects which must be considered by the various departments is the comprehension of the needs of the guests as they are the primary focus of the business. 

	I would put a plan which would play a major role in strengthening the decision making which would aid in the avoidance of micromanagement. 



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)


	
The property management system is the software that eases the various tasks of the hotel which includes the management of the reservation and the administrative tasks. The most crucial role of the property management system includes reservations, front-desk operations, housekeeping, channel management, payment processing and occupancy management (Bardi, 2021). I have observed that the Property Management System mostly takes control of the financial and reservation transactions, but it also administers the human resource management and housekeeping as well. It facilitates the various processes which are concerned with the external and the internal operations. It provides various benefits for the business which include easy checkout and check-in for the customers. I have examined the importance of the cloud-based PMS used by the hotels as it provides anywhere service to the guests from their mobile. As a front desk associate, it has also helped me to ensure that the check-ins and check-outs of the guests, providing them with the service and assigning rooms with the help of the connectivity of the internet is done in an effective manner. The analysis of housekeeping efficiency can be done in an effective manner with the help of mobile devices which would provide them with great flexibility which would improve the services provided by the department (Tesone, 2015). In addition to it, I have examined that it enhances the occupancy of the room as its management will be available across various channels of distribution. This plays a major role in boosting the sales of the company with the help of direct channels of booking from the website of the hotel.

	
Element 2 – Hotel reputation


	
Element 2 – Hotel Reputation
The reputation of the Hotel is a crucial aspect of the hotel industry as it plays a major role in boosting the revenue of the hotel by earning the trust of the customers. Hotel Reputation management of the hotel is entitled to influence and monitor the way the reputation of the hotel is perceived (González-Rodríguez et al., 2021). It includes reviews tracking, engagement on social media, optimisation of the search and many more elements. I have examined the importance of the reputation of the hotel which would help them to stay at the top which can make a huge difference against their competitors. In addition to it, the hotels should implement various strategies which would help them to optimise the various performance within the various channels and sectors. This would play a major role in managing their reputation which aids in gaining the attention of the planners and the guests. I  have often examined that in today’s world of digitalisation, it is important for hotels to remain active on social media.  Social Media acts as a place where the hotel can showcase their brand in a virtual manner that would give them a voice which would help them to directly connect with their followers (Perez-Aranda et al., 2019). The good reputation of the hotel can have a direct influence on the occupancy level of the hotel which would impact the growth of the hotel in the long run. Therefore, the management of the hotel's reputation is one of the major factors which would enhance the value of the brand.  I have often analysed that it helps in increasing the number of guests which would boost the revenue of the hotel.

	
Element 3 - Communication 


	
I have examined that communication is the key in the hotel industry where it is important to have strong communication skills. Communication is the main element of the hospitality industry as it helps to make sure that the coordination and satisfaction of the staff which helps to the boosting the efficiency of the hotel (Krizanova et al., 2019). Communication is a crucial element as it plays a major role in leading the hotel towards success. I have analysed that communication skills are crucial in the hotel as it helps to establish rapport with the guests, which helps in enhancing the guest experience. Concise and clear communication aids in keeping away miscommunication and misunderstandings which can hamper the operational flow of the company (Sayin, 2019). I have acknowledged the effectiveness of the communication with the guests which will help them in comprehending the needs of the customers which would help in dealing with the complaints of the guests in an effective manner. Good communication is also significant as it plays a major role in instilling a positive environment which would help in the creation of morale among the team members of the company

	
Element 4 - Staffing 


	
Staffing indicates the process of employing, acquiring and retaining the employee by providing them with proper facilities which would help in the creation of a positive impact on the effectiveness of the organisation (Nikolskaya et al., 2019). I have analysed that staffing recognises the needs of hiring people so that they will be able to work in such a manner which would match their skills with the requirement of the position that they are entitled. It is analysed that they play a major role in overseeing the operations and the needs of the hotels. It includes coordination with the recruiting agencies so that they will be able to find the proper employee for the job role. I have also analysed that the screening of the employee is done with the hiring processes and also includes the process which leads to the hiring of the employee. The staffing process includes various types which comprise “Recruitment”, “Selection”, “Employment”, “Training” and “Retaining” (Nikolskaya et al., 2022).  I have signified the fact that in a hotel company, if the level of staffing is too high, the business can suffer the inefficiency in cost. However, if it is low the hotel’s productivity will lessen which would increase the level of stress within the company.   
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