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As a front desk associate in the hospitality industry, I was responsible for delivering services to visitors by welcoming them and taking care of their requirements. I had to answer their calls and emails in order to interact with them and solve problems occurring during making reservations. There were different types of travellers and I had to book rooms both online as well as offline methods. I have experienced that communication skills were important while dealing with customers and oral as well as written communication is necessary for improving overall growth in a front desk job. Decision-making skills, negotiation skills, management skills, etc. help in making certain changes and increasing the revenue and profit of a business organisation (Rhou and Singal, 2020). The main objective of the front desk associate is to make visitors satisfied and comfortable by providing high-quality services. 
Communication skills
Communication skills are one of the essential skills for a front office associate as delivering better quality services to customers is the main aim of the hospitality industry. Having a course on communication skills has been beneficial for me in improving my capabilities to fulfil all the demands of visitors. Effective communication helps me in increasing productivity, morale and engagement with customers. Behaving properly with travellers and satisfying their needs and requirements is essential in attracting more visitors to the hospitality industry.
Negotiation skills
In the hospitality industry, dealing with traveller negotiation skills has helped me understand points of view by listening to them. It is very important to listen first and act after getting their points, which has helped me solve their problems. Delivering high-quality guest services is part of negotiation skills by treating them with respect (Ntounis et al., 2022). Separation of problems from users will help me provide effective services to travellers.
Decision-making skills
Making good decisions has been helpful for me in making certain actions in a stipulated time. Decision-making skills are useful in becoming a leader and managing all tasks in an efficient manner. Identifying current trends and their critical factors to establish strong relationships with customers is useful in increasing the revenue and profit of a business. It has been helpful for me in coordinating with customers and my decision-making skills have encouraged me in evaluating risks and solving them.
Health and Safety 
In the hospitality industry, it is important to keep track of current trends in the market and delivering required facilities to visitors helps in achieving desired goals. Taking care of the health and safety of customers is important in order to increase sales and revenue in a hotel (Bardi, 2010). Premier Inn provides high-quality services and takes care of visitors' health as well as safety, which attracts a large number of customers towards them. It is important to ensure that High-quality food and beverages are served to the tourist, which is helpful in taking care of their health. The safety of customers is important and it includes documenting hazards and communicating potential hazards in a hotel working environment.
Knowledge of MS Office 
Maintaining records of travellers in a hotel is necessary in order to improve management skills in the hospitality sector (Corgel et al., 2011). Knowledge of MS Office has helped me in recording data on customers visiting hotels on a daily basis. I had to learn about MS Excel, which is beneficial in maintaining records of visitors in an Excel sheet that contains many data about particular travellers. It is easy to record information about customers such as their contact details, address, etc. Ms Excel helped me by providing relevant formulas and tricks and saved me time.
Importance of the skills in the hospitality industry
The hospitality industry requires some set of skills for front desk associates, which is beneficial in accomplishing growth in a stipulated period. Communication skills are very helpful in delivering high-quality services to consumers. Teamwork is another important skill that is beneficial in providing effective services by working with the assistance of my colleagues. Decision-making skills and task management also play an important role in achieving desired goals as it helps in making certain decisions by negotiating with customers (Hammer, 2016). Leonardo Hotel offers effective services to visitors and attracts them by providing several facilities in both online as well as offline modes. The front desk associate has to interact with customers by delivering updated status of the hotel room for the purpose of reservations.  
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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?


	In the hospitality industry, it is important to satisfy the needs and requirements of customers by providing online reservation facilities. Communication plays an important role in attracting large numbers of visitors and contacting them after their departure to know about their review (Solomon, 2018). Asking them to post positive comments online increases ratings in the hospitality sector.
	Investing in team members of the hospitality industry is an important tool as it helps in ensuring that the property management system enhances the experience of travellers. Encourages staff in making effective strategies in order to improve the revenue and profit of a hotel.
	The location of a hotel is very important to improve revenue and sales in the hospitality industry (Wood et al., 2021). It is necessary to renovate rooms, gaming areas and other services in a hotel that encourages travellers and further increase the growth of the hospitality industry.

	Launching a mobile-friendly website for a hotel will be beneficial in providing effective online reservations for customers. It will be very helpful as travellers can book rooms with the help of their smartphones as people spend most of their time on their mobile reading about the particular hotel.


	Messaging and mailing visitors in order to attract targeted tourists by offering them certain discounts during certain holidays. Delivering trending food items is another marketing strategy that is helpful in increasing the revenue and profit of their business organisation. It is important to improve rates and reviews of the hospitality industry on social media platforms such as Facebook, Google, Instagram, the official website of the particular hotel, etc.
	Focusing on communication skills is very helpful for me in maintaining standard relationships with customers during my front desk job. Effective communication affects the performance of an organisation by improving overall growth and it is important for an employee to have good oral as well as written communication skills (Wood, 2013).
	Keeping eye on getting comments will be beneficial in understanding customers' points of view and it helps in knowing their competitor's strengths and limitations. Positive reviews help the hospitality and tourism industry in growing its revenue and profit as it attracts a large number of visitors.

	Providing online review strategies will be useful in the coming future for the traveller to understand the facilities available in a hotel through feedback given by other users (Lin et al., 2020). Understanding customers' points of view with the help of comments has helped me improve my overall performance.


	As a front desk associate welcoming guests before and after their arrival has helped me in interacting with them, which further results in increased growth of the hospitality industry. Providing a gift hamper to the particular guests encourages them to visit again (Tesone, 2015). 

	Taking feedback from visitors and working on it to enhance their experience is beneficial in achieving desired goals for a manager in a hotel. Delivering services to the tourist as per their preferences is useful as it makes them visit again in the coming future.
	Giving innovative experiences to consumers is helpful in improving the overall growth of their business organisation in the hospitality industry (Kloutsiniotis and Mihail, 2020). Providing a spa, gym, live concert, mini bar, and swimming pools attracts young generation travellers, as they want to spend more time in these activities rather than staying in a hotel room. Therefore, in order to attract young generation customers it is important to have these facilities in a hotel.
	Delivering innovative experiences such as food, beverage and other room services to the consumers is helpful for consumers even in the coming future.


	Using artificial intelligence like Chatbots is beneficial in increasing reviews and boosting the ranking of a particular hotel. Chatbots are helpful in contacting the traveller by answering their queries related to reservations, updated room services and other services.

	Providing training to the employees again after a certain time is necessary as the hospitality industry is evolving constantly. Cross-department, training helps in increasing the overall growth of their business even after facing changes in the current market trends (Limna, 2022).
	Maintaining health and safety standards is the biggest concern in a hotel these days, as it helps the customers to stay calm even in a critical situation. Taking care of cleanliness and hygiene is also important, as no one likes dirty places for staying in a hotel room.
	Having effective communication skills will be helpful in understanding problems visitors are facing with the help of feedback and suggestions. Providing high-quality customer service such as decor, healthy food, peaceful ambience, etc. is essential to run a hotel (Njoroge et al., 2019).


	Delivering services such as food, beverages, and minibars, facilities of gym, spa, Wi-Fi, and television increases the reputation of hotels (Tewan, 2009). Providing video games inside a hotel room for the young generation is useful in enhancing the experience of travellers.

	Consumers do not wait to give feedback and suggestions therefore, follow-up calling will be beneficial in getting it from them. It is likely to get suggestions in a call session and it will be useful in improving certain things, which further improves the services of a hotel. Online reviews are very helpful for hotel managers as it increases the number of visitors in the hospitality industry, which improve their revenue and profit.
	Generating leads is useful for a hotel and building strong booking facilities increases relationships with consumers (Aydin, 2020). It is the duty of managers to ensure that smoke detectors and sprinklers are working in an efficient manner.

	Recruiting skilled and experienced employees is beneficial in providing effective services for the hospitality industry in the end. Investing money and time in providing training to the existing staff improves performance in the hospitality industry. It is also important for hotel managers to know the strengths of competitors in order to attract targeted tourists to a 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)


	
Wi-Fi, television, minibar, food and beverage, as well as other services (Hammer, 2016). PMS is helpful in giving operations of back office functions such as consumption cost, staff management, event management, reviews management, etc. Hotel management uses a property management system in order to manage their business organisation in an efficient manner. Property management is beneficial in coordination with the customers by providing online booking facilities, reporting, and payments in their hotel (Hammer, 2016).  Furthermore, looking for availability of rooms, check-in, guest services, checkout, and front office staff services in a hotel are operations of the property management system. It reduces the cost of overbookings and helps in improving room facilities by updating housekeeping tasks. The property management system is considered the backbone of the tourism sector as it improves the business operations of a hotel because it is useful in eliminating over-priced reservations based on availability (Bardi, 2010). It enhances the experience of travellers by providing services according to their preferences.
Key elements of the property management system in today's world: online Booking is very common because travellers see the features of the particular hotel before visiting there. They often decide by the rating posted on their website and it is possible to check the status of the rooms. PMS is beneficial in providing E-payment methods and other activities apart from accommodation such as gym, spa, etc. The point of sale system in the payment terminal is useful in providing


	
Element 2 – Hotel reputation


	Hotel reputation management enables the hospitality sector to improve the quality of services in order to attract tourists. There is huge role of reviews and ratings in increasing the revenue and profit of a particular hotel or restaurant. A user's purchase decision has a great impact on the tourism industry due to positive comments on a hotel website. Reviews and ratings come under user-generated content (UGC) plays an important role in improving sales of the particular hotel (Wood, 2013). Therefore, online ratings affect the overall growth of their business organisation as it increases the reputation of the hospitality industry.
Key elements of a hotel's reputation include the satisfaction of consumers, monitoring reviews, brand-related mentions, and social media marketing, and staying ahead of the competition. Reviews of hotels can be monitored with the help of social media platforms like Google, Facebook, Instagram, etc. (Aydin, 2020). Monitoring ratings using digital media is useful in understanding the demands of customers and building relationships in the current market by following certain standards. Evaluating the performance of competitors is also possible with the help of the internet and it provides information to improve marketing strategies for the manager of hotels. Reviews will be helpful in interacting with customers and satisfying their needs will lead to increased revenue for their business organisation. Tracking records of competitors helps the hospitality industry in staying ahead of time and attract a large number of travellers (Limna, 2022). Blogs on the official website help in increasing the reputation of hotels, as visitors tend to read about them before making online reservations.

	
Element 3 - Communication 


	In the hospitality industry, making effective communication is necessary as it helps in increasing the attraction of travellers. Revenue in the hospitality industry increases due to improvements in the number of visitors to a hotel. Managers of a hotel should focus on their visions by communicating with their guests, staff and other professionals in order to accomplish their objectives. Communication improves the performance in the hospitality and tourism sector as it increases productivity, morale, satisfaction, and engagement of their employees (Rhou and Singal, 2020). Further, it increases the working environment in a hotel as revenue and sales of the particular hotel.
Effective communication skills are required for the hospitality sector as it provides a better experience to the consumers that automatically improves the performance in the tourism industry. With the increase in the number of travellers, the revenue of a hotel increases. Therefore, it is important to get feedback from consumers and work towards improving the overall growth of their business organisation. Working on customer loyalty will be helpful in maintaining the standard of the hospitality industry to become successful and stay ahead of their competitors (Solomon, 2018). Key elements of communication in order to build positive relationships with consumers are possible by working on their feedback. Providing high-quality customer service is essential as it is considered the soul of the hospitality industry. The staff needs to behave properly and communicate with the consumers in an effective manner. Having trust, respect and understanding in staff members of a hotel is necessary, as it is useful for achieving desired goals in their business organisation.

	
Element 4 - Staffing 


	Staffing is necessary for the hospitality sector like any other industry and they play an important role in accomplishing growth in an organisation. It is the duty of the manager of a hotel to recruit skilled and knowledgeable candidates in order to improve the revenue and profit of their hotel (Aydin, 2020). The human resource of the hospitality industry needs to provide proper training so that they will be able to run their organisation efficiently. Staff should be able to provide effective services to the consumers by understanding their needs and requirements. Staff in the hospitality sector needs to serve food, do dishwashing, cook, etc. for their customers.
The key skills of employees in the hospitality industry are flexibility, time management, teamwork, interpersonal skills, good communication skills, etc. The staff's duty is to check in, check out the guests visiting their hotel and behave properly with them. It is important for the workers in the hospitality industry to work in a team with their interpersonal skills and they should be able to make reservations (Njoroge et al., 2019). Reservations can be made over telephone conversation or through online platforms by staff in a hotel. Employees in the hospitality sector should verify the particular visitors during check-in as good checkout and should assign keys for their rooms. It is necessary for staff to be flexible, as they usually have to work for a long time and even have to perform their duties during holidays.
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