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Working at the front desk of a hotel requires a combination of technical skills, interpersonal skills, and a customer-centric approach. Skills that are extremely important for this role may apply as follows: Excellent verbal and written communication skills that are essential to interact with guests, colleagues, and other hotel staff as clear and effective communication helps in understanding guests' needs, providing information, and resolving any issues or complaints.
A strong customer service skill is a strong focus on customer service which is crucial therefore to be able to handle guest inquiries, requests, and complaints with a friendly and helpful attitude, ensuring that guests feel valued, and their needs are addressed promptly.
Another important skill is about multitasking and time management as front desk agents often have to handle multiple tasks simultaneously, such as answering phone calls, checking guests in and out, responding to emails, and assisting with various guest requests. Efficient multitasking and good time management skills are essential to handle these responsibilities effectively.
Organization and attention to detail as it is important to be organized and detail-oriented in order to manage guest reservations, process payments accurately, maintain records, and handle administrative tasks. Paying attention to details helps in avoiding errors and providing a seamless experience for guests.
Problem-Solving Skills may arise when front desk agents often encounter challenges or unexpected situations. Being able to think on our feet, identify solutions, and resolve issues in a calm and professional manner is important. Problem-solving skills are especially important when handling guest complaints or resolving conflicts.
Technical Competence which is about familiarity with hotel property management systems (PMS) and other relevant software is important. We should be confident and comfortable using computers, handling online reservations, managing guest profiles, and performing tasks like check-ins and check-outs electronically.
Depending on the location and type of hotel, Language Skills furthermore fluency in multiple languages can be highly beneficial. Being able to communicate with guests in their preferred language creates a more personalized experience and helps in overcoming language barriers.
Empathy and Patience it plays a dominant role as well, as we may be dealing with a wide range of guests, including those who may be stressed, tired, or frustrated, requires empathy and patience. The ability to remain calm, listen attentively, and show understanding in challenging situations is principal for guest satisfaction.
Front desk agents work closely with other hotel staff, such as concierge, housekeeping, and maintenance teams. Collaboration and effective teamwork help ensure smooth operations and provide seamless service to guests. The above-specified skills are important so that the employees of a particular team can work in a collaborative way so that the duty will be addressed on time without any delay and the responsibility will be shared. It will help in possessing unity which will need to create a highly positive environment at the hotel that will be beneficial for the employees as well as the visitors (Ervina and Agoes, 2022).
Last but not least, professionalism and poise. Maintaining a professional and polished manner is critical as front desk agents often serve as the face of the hotel. Displaying a positive attitude, dressing appropriately, and conducting oneself with poise contributes to creating a favorable impression for guests.
Physical endurance and stamina may not be the primary skills required for front desk office work in a hotel, although there are are some areas where physical endurance and stamina can be advantageous such as standing for long periods. Front desk agents often spend extended periods standing at the reception desk, especially during peak check-in or check-out times. Having good physical endurance helps in maintaining energy levels and staying comfortable throughout the shift. Handling Luggage can be met often or occasionally, guests may require assistance with their luggage, especially during check-in or check-out. Being physically capable of lifting and moving luggage can be helpful, particularly in situations where there are no bellhops or porters available. Walking and moving around is another example. Front desk agents may need to move around the hotel premises for various reasons, such as escorting guests to their rooms, checking on amenities, or delivering items to guest rooms. Having stamina and being able to walk or move around the hotel without difficulty is beneficial. Emergency Situations may be found in the same category.
In the event of an emergency or evacuation, front desk agents may need to assist guests and help ensure their safety. Physical endurance can be advantageous in swiftly and efficiently managing such situations.
While physical endurance and stamina can be advantageous, it's important to note that these qualities are not the primary focus of front desk work in a hotel. The skills mentioned in the previous response, such as communication, customer service, organization, and problem-solving, remain the core skills for this role.
Different hotels may have specific requirements or preferences when it comes to the skills, they seek in front desk personnel. Adaptability and a willingness to learn are also valuable traits in this role.
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[bookmark: _heading=h.gjdgxs]Component Two: Action Plan

	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?


	Perform administrative duties properly and assist the guests. Train and Empower Staff. Establishing clear service standards and guidelines ensures consistency in guest interactions.
Create a culture where guest satisfaction is prioritized by instilling a guest-centric mindset among all staff members. Encourage employees to go the extra mile, anticipate guest needs, and exceed expectations whenever possible. Maintain a Welcoming and Professional Appearance. Make the check-in and check-out processes as smooth and efficient as possible. Utilize technology, such as online check-in or self-service kiosks, to minimize wait times. Encourage guests to provide feedback through various channels. Actively listen to their feedback.
personalized recommendations, special amenities or services. Consistent Staff Presence, nsuring that guests can always find assistance when needed.
Regularly monitor online review platforms and social media channels to stay aware of guest feedback and respond promptly. Address any negative reviews or comments professionally.


	Interact with the guest efficiently and with confidence and manage their request of accommodation with a positive attitude.
	Positive attitude towards service shows the willingness in providing the service in an efficient way and helps to create a positive environment within the working environment (Chen et al., 2019)). A positive attitude also makes the customer happy and makes the person feel that he or she is warmly welcome in the hotel and the staff eagerly awaits to serve their best (Kortsch et al., 2022)). A positive attitude provides an enthusiastic, cheerful, and generous look to all the staff members especially the members at the front desk. This enthusiastic, generous look helps the staff members communicate with confidence and provide relevant information and instructions to the guest and guide them accordingly as per their needs. On the contrary, if the hotel staff are keeping an attitude or are not welcoming against the positive attitude of the guest, they are unwanted in the hotel and they are not happy with their stay (Salem et al., 2022). This creates a bad impression in the minds of guests which drastically affects the business growth of the hotel.
	In order to ensure quick resolution of the scenario in the future an assistant manager would be appointed who will manage all the administrative stuff in the sudden absence of the manager who will not only manage the administration activity but also manage the staff who are having their first day as a front desk associate.

	
	During my shift, by keeping the concepts taught in the course in mind and making sure that I am able to create a guest account as quickly as possible. Based on the preferences of the guest, a particular best account would be created using the inbuilt or installed front office accounting system. Depending upon the guest preferences appropriate guest accounts should be created and accordingly, the accommodations would be done smoothly.
	Concepts related to the front office accounting system in the course period would help in creating the account of guests as per their requirements and helping provide proper accommodations to them. With the help of the front office accounting system, the customer are not kept waiting for accommodation within the hotel (Wynn and Jones, 2022). It is known that the front office accounting system is usually used to track financial transactions through the guest cycle. The front of his accounting system is usually utilised to ensure internal control over non-cash and cash transactions of the guest who are performance transactions and allocate them appropriately as per their preferences
	In order to quick resolution of the scenario in the future, brief introduction of the hotels front office accounting system must be provided to the new joiners before their on boarding so that if the scenario is occurring in future, the new joiners are able to make the account of guest as per their preferences as quickly as possible and not keeping the guest waiting for long.

	Answering the telephonic calls as well as for screening and forwarding the calls to respective departments within the hotel in order to resolve the problems faced by guest with efficiency.
	Answering telephone calls as well as performing the screening and forwarding the calls to the respective departments it is essential for the front Desk to take up the calls with a positive attitude with guests at any point of time and not speak rudely with them under any circumstances.
	A positive attitude towards service shows the willingness in providing the service in an efficient way and helps to create a positive environment within the working environment (Halberstadt et al., 2019). A positive attitude also makes the customer happy and makes the person feel that he or she is warmly welcome in the hotel and the staff eagerly awaits to serve their best. A positive attitude provides an enthusiastic, cheerful, and generous look to all the staff members especially the members at the front desk.
	In order to quickly resolve the scenario in the future it is essential for those talk members of the Hotel to speak in a positive and listening way with the guests under any circumstances. While attending the telephonic call, it is essential to show the guest that those of members are willing to hear out their problems and solve them as soon as possible with efficiency

	Being sales minded and providing alternative room services to the guest as per their preferences if required.

	It is known that having a sales minded nature in the hotel industry is quite advantageous. Having sales minded personality guides in maximising the revenue of hotels. Revenues are maximised by developing certain programs which provide best possible services to guests in lowest possible cost and fulfils the requirements of guests with great efficiency.
	Having sales minded personality guides in maximising the revenue of hotels where Revenues are maximised by developing certain programs. These provide the best possible services to guests that fulfils the requirements of guests with great efficiency.
	In order to quickly resolve the scenario in the future, it is essential for a person working in the hotel industry to have a sales minded personality which could satisfy the requirements of guests in an efficient and significant way.

	Coordinating efficiently with the housekeeping department which could help in technology in the status of any room from time to time which helps hotel staff in providing best quality rooms to the guests arrived at the hotel as soon as possible.

	Coordination can be done efficiently with housekeeping department with the help of several devices such as house keeping trackers which will notify the hotel staff especially manager and front desk associate with each and every updates related with each room in the hotel. This notification could be related with  all checkouts, late checkouts, early check-ins, special requests, and day use rooms.
	Coordinating efficiently with the housekeeping department which could help in technology in the status of any room from time to time which helps hotel staff in providing best quality rooms to the guests arrived at the hotel as soon as possible.
With the help of several devices such as house keeping trackers which will notify the hotel staff especially manager and front desk associate with each and every updates related with each room in the hotel. 
	In order to quickly resolve the scenario in the future, it is Essential for the hotel staff especially managers and front desk associate to adopt technologies for coordinating efficiently with housekeeping department and provide best services
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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)


	
While considering the property Management system certain key elements are required for the operation of the hotel that will be discussed. A property management system is specific software that aims at facilitating the reservation and the management of the hotel along with managing all the administrative tasks (Bhuiyan et al., 2022). It is required for the friend death operation so that the channel would be managed accurately along with housekeeping and the processing of the payments. It helps in controlling the transaction of the finance and the reservation by performing all the activities of human resource Management. The elements include mobility as one of the main important factors including The organization's ability to adopt mobile technology as one of its major components so that the property will be accessed by clicking on the browser and will be operated with the help of the software. Contact list technology is another element as the concept is very important for maintaining social distances which is the current demand of the market. The PMS should function all the basic requirements of the organization in an effective manner so that the price of the system will be significant. Usability is one of the last factors which should be ensured as the task will only be accomplished if the software will be used in a proper manner. The system should be navigated in a simple way so that its effectiveness will be maximized which will eventually decrease the manpower required.



	
Element 2 – Hotel reputation


	
The reputation of the hotel can be ensured by evaluating certain elements so that the operation will lead in a positive manner. The factors that are important include the location of the hotel along with the marketing requirements (González-Rodríguez et al., 2019). It is well said that the location of the hotel must be near tourist locations or prime locations as the population that visit such places see accommodation facilities and therefore, end up booking the hotel. If the location of the hotel is not at the prime location there are very less chances of customers getting attracted to that particular Hotel which eventually leads to a negative impact on the operations of the hotel. The brand reputation can be built by staying active on social media platforms as social media are currently the only place that helps in showcasing the brand in a visual format which has nowadays become the voice of the brands that connect directly with the customer base (Constantinescu et al., 2019). The social media platform answers the relationship of the customers with the suppliers which uplifts the reputation. Optimizing the website for the purpose of search is another element as the SEO must be strong so that the brand will be easily discovered and the content that will be available on the website will be highly relevant to the audience which will eventually boost the relevance. Good reviews and positive comments are yet another elements that determine and attract a major part of customers as the current generation book any hotel by going through the reviews that are available on social media platforms.


	
Element 3 - Communication 


	
Ensuring better communication so that the operations of the hotel will be smooth includes various factors such as emphasizing the importance of communication with the workforce of the organization. Employees must know the importance of communication while evaluating the updates regarding the hotel operations so that they will be able to serve the best possible services which may have a positive impact on the culture of the organization. Digital and mobile communications must be as all the organizations are currently investing in internal communication so that it can serve as a common solution that will be able to reach the non-desk employees as well why are the help of mobile devices so that all the important information will be received by all the staff. The segmentation in the audience is also necessary so that irrelevant information won't be sent to the segment that has nothing to do with that piece of information which may also have a negative impact on the brand therefore the distribution must be segregated (Sánchez-Román et al., 2022). The multi-channel approach should be adopted for internal communication so that sending specific information through the help of various channels will prove to be one of the best practices for communication in the hotel as it will help in reinforcing the message.


	
Element 4 - Staffing 


	
The staffing of the hotel operations should be smooth enough so that the guest will have a positive attitude towards the hotel and their experience will lead to a good brand reputation of the hotel in the market. The hotel must higher the staff by writing clear descriptions of the job so that the candidate would know the roles and responsibilities and the most potential candidates will be chosen for the operation of the hotel. The candidates that are hospitable should be reached out to as the hotel years tried to look out for employees that are positive and can overcome any challenge that will come in the operations. And employee with strong communication skills will be an asset as the operations of the hotel requires the employees to communicate with the guest on a frequent basis. Just staffing should be hired in such a way that the front desk must have enough employees that even if there is a peak season there will be no requirement for new staff (Varner and Schmidt, 2022). The housekeeping must possess appropriate skills for providing good services.
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