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Success is a continuously changing target, its meaning changes from person to person but it also changes through a person`s life and situations. The same is with the hospitality industry, all the hotels have different targets, long term, and short-term goals to measure their success (Yetzer Simon, 2023, p. 36). To be successful in this industry we must provide good hospitality together with good services. The most important skill required to work at the hotel front desk is customer service. As a front desk team member is very important to be professional, ready to help the guest with whatever might be and whenever they might need and to be friendly and pleasant, make them feel welcomed and comfortable (Sturman, 2011, p. 6). Because the front desk team members are the first persons the guest gets in contact their appearance and behaviors make a big difference in the guest’s first impression of the hotel and the quality of the service. The front desk team is the “face of the hotel” and because of that they should dress and act according to their position, clean uniform should be worn all the time together with a name tag and black shoes, always smiling and willing to help the guests. (Cousins and Weekes, 2020, p. 25).
From my experience as Guest Experience Supervisor at an airport hotel I can say that another important skill for the front desk team members is organization. I am a very organized person, and this helped me during my shifts at the front desk. This skill is appreciated by coworkers, employers, and any other person who works in the office. Because the front desk is very busy, and full of different information I had to be efficient to sort paperwork, handling the money, dealing with the reservation, and making sure all the arrivals and departures from the day are successfully dealt with it (Indeed Editorial Team, 2022).
Communication is another skill required for the front desk because as I said previously, front desk team members are the first persons the guests meet. They are the first impression and, the last impression when the guest is checking out. Clear and effective communication, both verbal and written is important for a receptionist as they are always interacting with people, by phone, face-to-face, or email. Good communication skills are important working with colleagues as well. The receptionists are the glue between all departments in a hotel and this skill helps to create a more productive workplace (Indeed Editorial Team, 2022).
From my experience from work placement at the hotel allocated to me by the university I learned another important and useful skill for the front desk, multitasking.
There at the hotel, I was part of one team that they were having the ability to multitask. The team had many tasks that needed to be done by the end of the shift and they knew how to prioritize the most important ones, to spend the appropriate amount of time on each one, and at the same time whenever the housekeeper department was very busy, they front desk team was making sure they will help their colleagues (Shweta, 2022).
When the hotel is busy, skills such as team leadership and teamwork are very important for the job because is necessary that somebody is making sure the team completes all the job tasks in time and everything runs smoothly, and the guests receive the best customer service. People with good teamwork skills are able to integrate easily into a team and they are more approachable therefore easier to work with and, they bring a huge value to a hotel team and its success (Institute of Hospitality, 2021).
As I learned from my university lectures and from my own experience working at the hotels, skills such as customer service, good communication skills, good organizational skills, multitasking, and leadership are some of the most important skills and the keys to running a successful business. Because guests are everything to hotels, front desk members need to build a great relationship with their guests to create loyal guests that return and invest in the hotel services. For that to happen is very important that the guest’s needs are always met and the services the hotel offers are up to a high standard.
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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 a quick resolution of this scenario in the future?


	Call the person appointed duty manager when has the day off to come and cover the manager`s shift.

	When the duty manager arrives give him a handover, so he knows the tasks of the day.
	Having another manager to cover gives peace and calm to the team.
	A list with the duty managers of the day and the contact telephone numbers.

	Ask for support from the other department manager
	Try to remain calm and positive and work together with the manager from another department and try to be as supportive as possible
	Having another manager to cover gives peace and calm to the team.
	A list of all managers from other departments and their contact details.

	Time management: Organize all-day tasks and try to resolve as much as possible from the beginning of the shift.

	Because I try to resolve tasks from the beginning of the shift, if there are any new issues, I will have time to resolve it.
	Time management helps the shift to run smoothly.
	A daily task list with the most important tasks to do so in a situation like this, if the shift gets very busy the front desk team can follow the list and resolve the task needed.

	Call an agency to provide someone to replace the manager for the day.
	Try to remain calm and positive, work together with the manager from the agency, try to be as supportive as possible, and give him all the information about the hotel.
	Is very important to have someone to cover and help with the day’s tasks.
	Have a contract with one agency that can provide a person to cover shifts at any time needed.

	Ask the colleague from the previous shift to stay at work a little bit longer.


	Calm, and positive, try to resolve as many tasks as possible before the colleague goes home. 
	If the colleague stays to help, there is no need for someone else to come to the hotel to cover the shift.
	Every day one colleague on his day off is appointed “on duty” and if is needed for cover at the hotel that person should be available to cover the shift.
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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)


	
The hotels which are operating as full-service hotels are divided into departments. The most important departments are human resources, sales and marketing, rooms, food and beverage, and accounting. The Property Management System also known as PMS is the most important current and future software for hotels, followed by the point of sale known as POS and the central reservation system known as CRS. The property management system is a computer system with different software applications used to manage the hotel`s accounting, sales and marketing, human resources, night audit, management, front desk, reservations, electronic mail, security, housekeeping, food, and beverage and, security (Pucciani, et al., 2011, p. 102).
The world is continuously changing, and people are becoming more and more dependent on the Internet. Those changes affect the hospitality industry and is important for tourism and hospitality practitioners to constantly incorporate new systems for their businesses as these will help the hotels to improve their service quality and their operations (Gulmez, et al., 2015, p. 160)
Most hotel property management systems have multiple modules with different functions and features, but the most important and used elements are front desk operations, rooms reservation, housekeeping, revenue management, customer relationship management, back-office management, and bills and invoices. Front desk operations are a very used and valuable module for a hotel PMS. This has all the functions that the front desk staff needs such as checking guests in and out, monitoring reservation status, processing payments, and generating receipts for the guests. Room reservation is a module that helps the hotel efficiently manage the reservations and reduces the risk of overbooking the rooms and improves the guest experience at the property. The housekeeping module help connect the housekeeping staff with the front office team and manages the room status, cleaner assignment, and assignment of tasks for housekeepers. Same to this module, the back-office management connects the systems that administrative and back-office staff use (Indeed editorial team, 2023).
Because the price of the hotel rooms is changing based on the time of the year, competitor factors, different events in the area, or room availability revenue management revenue helps the hotel to make the dynamic pricing process easier by updating the prices according to all the factors. Bills and invoices are another financial module that is vital for the hotels because is monitoring all the hotel transactions and can add all the final costs to the guest’s final bill (Site Minder, 2023).







	
Element 2 – Hotel Reputation


	Hotel reputation is an intangible asset that helps hotels to attract guests, to promote their quality services. Through their reputation, hotels can promote long-term brand awareness, can create positive attitudes toward the hotel`s brand, can increase hotel performance, and creates loyal guests (Foroudi, 2019, p. 272). Among guests, the hotel’s reputation is manifested through online reviews which can directly affect the performance of the hotel. Because one of the key elements of a hotel’s reputation is online reviews is very important for hotels to be active on social media and to maintain a good relationship with their guest. The hotel team can always talk with the guests, ask them to leave reviews, and try to offer them personalized customer service. For the hotels to review sites should be one of their main reviews,he hotels should monitor review sites, watch for negative reviews and respond quickly, try to help the guests, and encourage happy guests leave reviews (Anagnostopoulou, 2020, p. 23).






	
Element 3 - Communication 


	To communicate means to be human. Communication is part of our everyday life, is fascinating, and complex, and brings joy to people. In a workplace, there are a few types of communication: verbal and non-verbal communication, formal and informal communication, horizontal and vertical communication, written and visual communication. (Thompson, 2018, p. 21).
Verbal communication is sharing information by using words and is the most used form of communication in hotels because is the easiest way to share ideas. Nonverbal communication is body language, eye contact, facial expression, tone of voice, and intonation.  Formal communication is communication in a professional manner used when communicating with people outside the company while informal communication is a casual conversation between coworkers. Horizontal communication is communication between teams of the hotel at the same hierarchical level and vertical communication is between teams at different hierarchical levels. Written communication is everything that involves writing while visual communication is more than just words, is images, graphs, videos, and other displays (Guest Joy, 2022).
Hotels must know how to communicate with their staff and their guests because getting to know your employees and customers is a way to improve customer service and guest satisfaction. Asking the staff and guests to provide feedback and follow-up is another way to improve communication as encouraging people to share their opinion creates stronger two-way communication and establishes company culture. Strong internal and external communication is the key to the company’s success and because of that is important for the team to know that is the number one priority at work and for the guest to feel that they are listened (HotelierAcademy, 2018).





	
Element 4 - Staffing 


	From small hotels to big resorts the hospitality industry is built on the guest experiences and an important factor of that is the hotel employees. That is the reason why hiring the right people for the job is very important. One of the key elements of staffing is the first stage which is the recruitment. The recruitment process includes writing job descriptions, posting online adverts, attending area job fairs, and working with local career agencies. The number of staff can vary depending on the size of the hotel and the services the hotel provides. Another key element of staffing is hiring which covers everything from having the interview with a potential employee to onboarding them. The third key element and very important part of staffing is employee retention. This stage depends a lot on staff satisfaction, how the management values the employees, and the level of trust the staff has in the management (Campbell, 2021).
Great customer service in the hospitality industry begins and ends with great and dedicated employees. Hard skills such as good computer skills can be learned but soft skills such as teamwork, empathy, and optimism are the basis of an exceptional and efficient team so properly assessing the candidates is a key part of the staffing process (Harver, 2019).
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