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There are a few skills that are much needed to work at the hotel's front desk. These skills provide an individual with a solid platform through which he can work efficiently and make sure that no hurdles are coming in front of him while working. It has been observed that these skills help in giving quality results for an individual. 
Communication skill
The first and foremost skill which an individual requires is communication skill. The front desk in hotels requires a lot of interaction with individuals. Evidence from the literature talks about the fact that an individual should have quality skills to communicate with known as well as unknown individuals (Masa’deh et al. 2019).  Communication skills help in setting up a quality relationships with others and can also make others comfortable. It has been observed over time that quality communication skills at the hotel front desk help in understanding other individuals. An individual with good communication skills will be able to understand the customers from a better perspective and will be handle them as well. Evidence from the literature also presents the fact that if the front-end employee does not have quality communication skills then that might lead to miscommunication and a lot of issues (Coffelt, Grauman and Smith, 2019). Communication skills are a must to avoid any sort of inconvenience faced by the customers and to have smooth working at the front desk. 
Organization skill
Another skill that is most needed at the hotel front desk is organization skill. Organization skills are set up of a few techniques that can help an individual in completing the task at a fast pace, problem-solving ability, and also help in increasing efficiency. This skill is considered too much needed for an individual sitting at the front desk because he has to organize many things within a period. It has been observed that an individual with organizational skills will be able to do the task within less time and will also not make mistakes. Things like working at a fast pace are much needed at the front desk and an individual with this skill set will be able to perform his job in a better way. 
Interpersonal skill
An individual sitting at the front desk in the hotel is the one who has to interact with a lot of people. Evidence from the literature talks about the fact that an individual handling the front desk should be having quality interpersonal skills so that he can have quality interaction with the customers (Thompson, 2021). Customers have interacted with those individuals who are having a good way of interacting and that can attract a lot of customers as well. Hotels look out for individual who has decent interpersonal skills because they are aware of the fact that these skills can lead them to grow as well. This skill is termed as a necessity for individuals who are looking forward to working at the hotel front desk because this skill can provide them an advantage to have a good impression on customers. 
Multitasking 
One of the biggest tasks for front desk workers in hotels is handling multiple works at one point in time. For example – He might be managing the guest list and he might find a potential customer on his desk. He has to pause his ongoing work and has to get engage in communication with potential new customers. Evidence from the literature talks about the fact that an individual sitting at the front desk in the hotel industry should be able to do multiple tasks (Silva and Madushani, 2017). He should be aware of handling different situations in a short period and he should not take the stress of the same. It has been observed that when an individual is not good at multitasking then he feels the stress of loads of work and this might impact his performance. The evidence says that when an individual is not able to handle multiple tasks at one point in time then he makes a lot of mistakes and that becomes a challenge for him (Mousa, Arslan and Szczepanska-Woszczyna, 2022). Multiple handling is a must for an individual who is sitting at the front task because it is observed that there are many occasions when an individual has to manage different work at one point in time. Evidence from the literature also suggests that when an individual has multitasking ability then he can grow at a rapid pace and can achieve lot of success (Mousa, Arslan and Szczepanska-Woszczyna, 2022). 
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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.

	[bookmark: _Hlk128829017]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?


	[bookmark: _Hlk128828359]Proper cleanliness in the hotel 


	Time to time inspection 
	This plan is an effective one because it has been observed that when there is proper cleanliness in the hotel than there are high chances that customers get attracted. The guests feel comfortable in such environment. 
	A team will be formed who will monitor the situation and will also make sure that if there is an issue, then they provide sudden solution. 

	Effective communication 

	Monitoring the staff and looking forward to check whether they are having proper communication or not. 
	It will help in proper communication and most of the guests look forward to communication which can provide them a way to have a pleasant stay.
	Superiors will be in-charge to handle the situation if anything goes wrong. They will make sure that all the modes of communication are available. 

	Multiple source of communication 


	Sharing the responsibility to make sure that the work is done on time.
	If there is only one way of communication then it can be helpful for guests. They can find different ways to connect and this will please them as well. 
	It is important to have fast resolution of this problem. That is why a panel will be formed who will look after the different stakeholders for communication are working properly. 

	Working towards customer satisfaction 


	Proper surveillance and monitoring to ensure that customers in the hotel are receiving best possible service. Workers will be told to provide quality service to the customers. 
	It has been observed that the customer satisfaction is considered to be one of the biggest aspect for serving the guests. It helps in making sure that the customers receive best possible service as well. 
	I will be inspecting the problem if anything appears in this case. I will make sure that I look at the situation and provide instant solution. 



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:

	Introduction 

	Hotel operations are important for the successful working of the hotels. It has been identified that there various key elements which are crucial for the smooth running of hotel operations. In this essay, there will be a discussion about some key elements of hotel operations such as property management system, staffing, hotel reputation, and communication. All these elements play their role and make sure that there is unstoppable functioning of hotels.


	
Element 1 – Property Management Systems (PMS)


	
One of the key elements of working in hotel management is the operating system of system. This operating system of the hotel is also known as the property management system. The property management system is considered to be important because it has been observed that this system can help in organizing and scheduling events (Bardi, 2021). Evidence from the literature suggests that a property management system in hotels is quite important for efficient day-to-day working. Proper planning can be done with the help of PMC and successful implementation can also take place with the help of a property management system (Teece, 2018). 
One major thing about property management system in hotels is that it helps in an efficient booking system. If there is no efficient booking system in the hotel then the customers can face a lot of problems. That is why it is said that hotels should make sure that they are having quality property management systems. Guest check-in and check-out can also be noticed with the help of a property management system. It would not be wrong to say that a property management system is the key element for improved functioning in hotels. If there is no effective PMC in the hotels then the workload can increase on employees and they have to manage most of the things manually (Ma et al. 2018). 





	
Element 2 – Hotel reputation


	Another key element for the hotel's operation is its reputation of the hotel. Hotel reputation is considered to be one of the major elements which can attract customers. It has been noticed through evidence that if the hotel's reputation is good then it will surely have a good amount of customers (Anagnostopoulou et al. 2019). Another thing that needs to be understood is the intense competition in the hospitality industry and the role of reputation in the same. In the present scenario, there are hundreds of hotels in a place or city and there are multiple options available for the customers as well. In such a scenario, it is the hotel's reputation that plays a major role. It has been identified that most of the customers check out for the reputation of the hotel before checking in.
There is a need to work on the hotel's reputation and make sure that there is positive feedback or news about the hotel. A good reputation can be achieved by providing quality services and helping out the customer with the best delivery (Mmutle and Shonhe, 2017). Hotel operations in the hotel should be run to improve the hotel's reputation in the market and they should ensure that the customers are taking back good memories from the hotel. Proper service, less pricing, safety, and cleanliness are some important factors that contribute to a hotel's reputation (Ali et al. 2021).  








	
Element 3 - Communication 


	There is one element that can play a vital role in hotel operations and that is effective communication. It has been observed that this is one factor that can lead to the poor running of a hotel even if the hotel's reputation is good. If there is not proper communication between the staff and customers then it could be quite challenging. Evidence from the literature talks about the fact that hotels must have effective communication with the customers so that customers feel satisfied (Jhaiyanuntana and Nomnian, 2020). There is a need to understand that hotel management should ensure that they are having efficient individuals at the front desk and other places which require communication with the customers. Efficient individuals mean individuals with good communication skills. There should be more than one mode of communication to ensure that customers can connect with the hotel management within no time. There is also a need to have proper communication between staff. The high-position employees must clear the aim and regulations of the hotel to other individuals (Reza et al. 2020). He should help them with proper directions and make sure that the staff is following the orders. There should not be any room for miscommunication. 

	
Element 4 - Staffing 


	One of the major elements in the smooth running of hotels is proper staffing. There is a need to have proper staffing in hotels to make sure that the work does not stop due to a lack of individuals. Evidence from the literature talks about the fact that there should be the proper filling of candidates according to available positions (Nikolskaya, Pasko and Novolodskaya, 2019). Staffing is just not about having individuals for every position. But it is more about having the right candidates for the right job. It has been observed that hotel management should make sure that they are allotting jobs to individuals according to their skills. There should be a fair distribution of jobs and the aim of the staffing should be to make sure that guests receive the best service. Staff should be given proper instruction about their work and how they should respond to a different situation. For example – Hotel staffs clean the bedroom, deliver the room service items, helps out the guest with luggage, etc.  Without them, it is tough to provide service to customers. However, there is a need to guide them so that they can understand, what is expected from them. The ultimate goal of people working in staff is to provide customer satisfaction to the customers. A manager should take care of the staffing department and should ensure that there is no shortage of the right candidate and everyone goes according to the schedule. Evidence from hotel hospitality literature has stated the fact that a hotel with good staffing can provide quality satisfaction to the customers (Belias, Vasiliadis and Mantas, 2020).




	Conclusion 

	Based on the discussions, it can be said that the elements like property management systems, staffing, hotel reputation, and communication play an important role in hotel management. There is a need to work on these factors to ensure customer satisfaction and attract customers to the hotel. It has been observed if these factors are in place then there is high chance that there would not be any challenges in front of hotel management. 
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