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In this section, the identification of some key skills and capabilities that are required for working at the hotel front desk would be carried out. In this aspect, several theoretical aspects and industry-based examples would be provided in this study based on which an effective understanding of the mentioned skills could be possible. 
According to the report of Hollander (2022), the activities of the hotel front desk require several skills and capabilities based on which hotel brand could be maintained in the global market. From the module learning, I have identified several skills and capabilities including proper verbal and written communication, problem solving, presentation, organisation, and customer handling skills, which need to be present among a hotel front desk staff. As per the opinion of Half (2022), effective verbal and written communication among the hotel front desk staff would help conduct the operational activities and interact with the employees from other departments as well as guests effectively. In this way, the front desk staff could recognise any problem and thereby mitigating them properly.
Furthermore, I have understood the importance of problem solving, and presentation skills among the front desk employees of a hotel based on which better hospitality service could be provided, and mitigation of any issue faced by the guest would be done effectively. Kumar (2023) reported that with the help of proper presentation skills, front desk employees of a hotel could represent the regulation and key services of the hotel towards the guests, which would help to increase the brand value and competitive advantage of the hotel respectively.
Besides, I have identified that better organisational and customer handling capabilities are required to be present among the front desk staff of a hotel, which would help to recognise and understand the problems faced by the guests regarding the operations of the hotel. In this way, better guest satisfaction by resolving the problem would be possible through which long-term guest satisfaction will be ensured (Hollander, 2022). It has been denoted in the module program that front desk staff of hotel should have a piece of knowledge regarding general business management based on which strategic customer-centric and hotel-centric thinking would be reflected towards the operations. In this way, better operational success could be ensured and thereby enhancing the overall competitive advantage of the hotel as well.
Furthermore, I have confronted some practical skills through the workshop and assignments that I have engaged and, in this way, some industry-based examples of the skills practised by front desk staff of some major hotels have been clarified to me. As reported by Marriott International (2023), the front desk manager of Marriott International is considered a social director, master curator, innovator, and relationship builder with the guests. It has been identified that the front desk staff of the hotel giant continuously communicates with the guests regarding their issues, requirement and queries based on the popularity of the hotel among global consumers become enhanced. Considering this, I have understood the importance of proper skill and capabilities development among the front desk staff of a hotel, which would help in my future career development as well as academic aspects regarding assignments.
Additionally, Park and Kim (2021) reported that better interpersonal communication, active listening, and cultural intelligence skills need to be present between the front desk staff of a hotel based on which guests from different cultures could be attended effectively and thereby providing the best quality hospitality service as per their requirement. Considering the module learning, I have come to understand that understanding a foreign language and cultural intelligence is necessary for the front desk staff based on which requirements of international guests could be understood effectively. In this way, better accommodations could be provided to them and thereby ensuring a better competitive advantage for the hotel as well. Henceforth, considering the overall module, I have accessed important knowledge regarding several skills that should be developed among the front desk staff of hotel and in this way; I could be able to develop my self-development skills for a better professional future as well.
At the end of this section, an understanding of important skills and capabilities for the front desk staff of a hotel has been cleared. Skills including presentation, organisational, communication, interpersonal interaction, cultural intelligence, problem solving, and better customer handling skills are confronted based on which high-quality hospitality service could be provided to the guests effectively. Additionally, with the help of this skill, international guests could be attended to properly, which would further ensure high brand value to the hotel in the global market respectively. Considering this, I have understood the importance of these skills for a front desk staff of a hotel, which increased my learning outcome through this module and thereby helping me in future as well.
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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?


	I will maintain better interaction with other staff and guests for operational efficiency
	With the help of effective communication and interaction with guests, I would be able to represent the hotel's regulations towards them. Additionally, considering effective interaction with other senior staff, I could be able to rectify my mistakes, which could be possible during the first day of my work. In this way, smooth operations could be managed properly on that day
	Effective communication and collaboration could help to resolve any difficulties that might face during the working schedule. In this way, better employee and guest satisfaction could be built, which ensures efficiency in front desk operations.
	In future, I would analyse the potential risks in advance that might develop during the operations. In this way, my active communication skill would help me in handling those issues independently as well.

	 I will be trying to complete each of my tasks within the time
	Considering effective time management skills, I could able to respond to the guest's requirements timely and thereby providing them best-quality service, which would ensure the brand performance of the hotel. Additionally, I would try to complete tasks within the time, which ensures the avoidance of any errors in hotel operations. 
	Effective time management skills would help to provide transparency on the working hour and shifts, which ensure better employee satisfaction within the hotel. Additionally, timely service provided to the hotel guest would improve their satisfaction and loyalty to the hotel on a long-term basis, which ensures its effectiveness.
	In this aspect, I will take help from the Gantt chart and set a goal for reducing the time for each activity. In this way, efficient working outcomes with reduced errors could be possible during a future crisis. 

	I will actively listen to the problem faced by the guests on the hotel service and try to resolve them
	With the absence of the manager, difficulties regarding the housekeeping services and front office desk could be possible. In this way, I will actively listen to the guest's problems and thereby implementing effective strategies for mitigating them. In this way, my verbal communication skill is necessary for handling the guests effectively.
	Polite behaviour and active listening practice with the guest would help to improve guest satisfaction. Additionally, with the help of active listening skills, I could be able to recognise the key problem they have faced and their requirement based on which high-quality hospitality service could be provided. 
	In this way, I will keep track on an Excel sheet regarding the guest problems from this scenario, which would be helpful for me in handling future front desks in the absence of my manager. 

	I will effectively handle the guests during check-in and checkout time
	Proper accommodation and service delivery towards the guest during the check-in and checkout time would help to improve the brand value and awareness of the hotel effectively. In this scenario, I will effectively communicate with the guest during the check-in time and 
	Proper guest handling during the check-in and checkout time would help to ensure better guest satisfaction with the hotel based on which high brand value and brand engagement in the target market could be possible. Henceforth, I have ensured its effectiveness for front desk activities.
	In this aspect, I will consider a seamless check-in and checkout process for ensuring better guest service. Additionally, I will use the website of the hotel for conducting the online check-in process for effective operational practice. 

	I will focus on operational activities and monitor guest's records properly
	In this way, I would monitor each guest record and focus on operational activities at the front desk. I will check the CCTV footage of the hotel for analysing the overall working situation. Additionally, I will attend the guests timely through this thorough monitoring based on which smooth operations could be done during my shift as well.
	With the help of focusing on operational activities and monitoring guest records, proper excellence in the operations could be possible. Additionally, it would help to improve the guest service and satisfaction level accordingly as well.
	I would interact properly with the manager of each department of the hotel such as the housekeeping manager, food and beverage manager as well as lobby manager for better operational service during the future scenario. 



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)


	According to the report of Hotel Minder (2023), the Property Management Systems of the hotel ensure a set of solutions that help to manage the regular systematic workflow of the hotel including the reservations, front desk activities, housekeeping, overall maintenance, billing, and analytics and reporting. Furthermore, the report from Hotel Tech Report (2023) identified some popular PMS technologies practised in the hotel such as Cloud beds, Mews, Oracle Hospitality, Hotel Time, think reservations, Inn Road and others, which incorporates technological advancement in smooth hotel services and daily operations. Considering this, efficient and advanced hospitality service could be provided to the guests and thereby ensuring their satisfaction and loyalty to the hotel.
Besides, it has been opined that key elements or functions of PMS in a hotel include several aspects such as bookings, check-in and checkout service, telephone system integration, POS (Point of Scale) integration, event management, food and beverage costing, hotel inventory management, reporting of key performance indicators and security practice (TechTarget, 2018). 
Moreover, Wynn and Jones (2022) stated that key benefits of PMS in the hotel include better technological advancement in the hotel through software installation, which helps to replace the time-consuming process and paper-intensive process in the record-keeping and operational practice of the hotel. 

	
Element 2 – Hotel reputation


	As per the opinion of Lai (2019), hotel reputation is directly linked with customer engagement and better guest service, which would be possible for better operational activities. It has been identified that hotel services including proper housekeeping, guest service and staffing, and better maintenance of food and beverage provide help to improve guest satisfaction and thereby influencing them to engage with the hotel and refer it to newer consumers. Furthermore, Foroudi (2019) stated that consistency in the brand name, logo and quality service provided by the hotel, interaction with the guest effectively and proper maintenance of the brand signature of the hotel in both the online and offline media would help to enhance the reputation and performance of the hotel among the global guests.
In addition, the report of Darios (2023) highlighted that hotel operations have to maintain an online platform alongside the offline due to digital transformation. In this way, the brand reputation of the hotel in the online platform could be maintained with the help of an automated feedback process, guest review monitoring, consistency in brand management, proper time scheduling for providing an early response to the guests, technological advancement through cloud-based PMS uses and proper managing of the website significantly. Goswami (2021) stated five key elements for increasing hotel reputation management including observation, rate, review, share and search by the clients. 
Furthermore, Touni et al. (2022) stated that customer-perceived value, customer-brand relationship development and hotel booking intention of the guests could ensure the better brand reputation of the hotel. It has been identified that all these three elements are directly linked with the hotel's reputation based on which high customer loyalty and satisfaction rate could be ensured and thereby increasing the competitive advantage of the hotel. Besides, Siyal et al. (2022) stated that the effective corporate culture of the hotel helps to improve the behaviour of the staff to the guests, which could be a further potential element for the hotel reputation maintenance in the global business market. 


	
Element 3 - Communication 


	According to the report of Safitri, Fadilah and Halim (2023), excellent communication skill is required in the hotel operation based on which better collaboration with guests and internal staff could be managed. It has been identified that with the help of proper communication skills, conflicts could be resolved within the hotel premise and thereby a positive guest experience could be developed for the future. As opined by Tania (2022), key elements of communication include empathy, active listening, verbal and non-verbal communication, clarity, personalisation and proper encoding and decoding. 
Additionally, Bylieva, Lobatyuk and Safonova (2019) reported that five basic elements of communication include the sender, receiver, message, channel, and feedback. In the context of the hotel activities, the service could be provided in both the online and offline platforms. In the case of online media, the sender and receiver would be hotel and guests while the message would be the key hotel accommodations and the channel would be the social media platform. Furthermore, Górska-Warsewicz and Kulykovets (2020) stated that brand equity of the hotel, brand reputation and brand association could be an essential integrated marketing communication strategy for the hotel in the global market based on which a large number of guest engagement with the hotel could be possible. 
Besides, Poo-Udom and Lertbuasin (2022) reviewed that cross-cultural elements become an essential part of the communication practice in the hotel sector. It has been denoted that the hotel staff should be aware of the foreign languages based on which five basic elements of communication that have been mentioned earlier, would be effectively practised with the foreign guests and thereby ensuring their engagement. Moreover, González-Padilla and Lacárcel (2023) reported that digital communication practice in the hotel ensures visual elements such as online reviews and posts based on which many guests could be attracted and thereby ensuring high brand awareness of the hotel.

	
Element 4 - Staffing 


	As per the opinion of Lam, Cheung and Lugosi (2022), staffing and recruiting are essential elements for hotel service, as based on its high-quality hospitality service to the guest could be provided. Additionally, it has been denoted that with the help of effective staffing, maximum productivity and high performance for the hotel could be ensured. The overall organisational competitiveness of the hotel could be increased in the business market. Fox (2022) supported that with the help of an effective staffing process, the selection of a skilled and efficient workforce could be possible based on which improvement of operational practice could be ensured and thereby providing better accommodation and guest service of the hotel significantly. 
Besides, the report of Blayney, Cormier-MacBurnie and Young (2020) stated that effective recruiting, scheduling, and managing the staff could help in achieving cost-saving measures and improving performance with high quality. Management of the hotel should provide better onboarding experiences for staff and implement several training and development programmes. However, the report of Heflin (2022) highlighted that staffing shortages become a key challenge for global hotel sector. It has been identified that 97% of the hotels are facing significant issues regarding staffing shortage among which 90% of the hotel has implemented high wages, 71% considers work flexibility and 43% considers employee benefits for resolving the staffing issues (Heflin, 2022).
Furthermore, Samiksha (2016) reported elements of staffing require screening, selection, employment interviews, decision-making and ultimate selection. In the context of the hotel, staffing process has been focused on the presence of interpersonal skills and other strategic skills among candidates. Additionally, Kumar (2023) stated that modern staffing process of the hotel includes digitalisation and functional strategies based on which highly qualified and talented staff can be selected. 
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