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	Interpersonal communication
It is worth mentioning that front desk employees must communicate with various hotel people, such as customers, management personnel, and co-workers (Bardi, 2010). In the hotel business, their employees are required to speak and behave well. The key reason is that communicating well with their customers and employer will positively impact the front desk employees and the hotel's brand image. A good perception of employees always influences customer acquisition (Masa'deh et al. 2019). In the case of Zuleka hotel administration, the front desk employees must adequately maintain their interpersonal communication.
Furthermore, when they are not able to, it will hinder the progress of their career and the organisation's growth. This interpersonal communication skill will help front desk employees get a promotion in their company. In the hotel industry, the most critical task has good communication skills. For that reason, it will be beneficial zuleka hotel administration. 
Active listening skills
In situations requiring active listening, it has been observed that the participant shows attention through small verbal gestures or nonverbal cues such as smiling, nodding, and eye contact. These are all instances of active listening (Jhaiyanuntana and Nomnian, 2020). Employees at the front desk of hotels must have excellent listening skills to give excellent customer service and receive instructions on how to carry out their duties. The active listening skills of employees help individual speakers feel respected. This courteous gesture assists them in increasing the hotel's customer retention rate (Rabiul et al., 2022). As a result, zuleka hotel administration front desk employees need to feed their listening skills. It will assist them in attracting more customers to their hotels. Furthermore, when their administration experiences more customer footfall towards their organisation, it will help them to get the expected profit margin from a business. With these profit margins, they can update their services and room infrastructure.  
Foreign language 
It is vital to note that speaking a specific language fluently is the most critical talent in the hospitality industry. A significant number of visitors from other countries is the primary explanation for this phenomenon; in a scenario like this one, the workers' ability to interact effectively with them, thanks to their foreign language abilities (Hammer, 2016). On the other side, when staff members needed help comprehending the guest language adequately, it hampered their ability to understand consumer exceptions from their hotel (Idayanti et al. 2020). For this reason, Zuleka hotels are needed to take pleasure in the fact that its staff members are proficient in many languages. It will make it easier for businesses to provide consumers with the kind of offer they have come to anticipate when they visit their hotels. Those front desk employees with adequate foreign language knowledge can quickly get new job opportunities in the industry along with their smooth promotion path. Therefore, most of the hotel administration currently focuses on foreign language employee training. It is helping them get international customers and a competitive advantage in the global business world. 
Paying attention to the details
The capacity to pay great attention to even the minutest details is one of the "soft skills" front desk professionals must possess to succeed in their roles. For instance, receptionists must communicate any messages left by callers either to higher management or to other members of the staff (Jo Dolasinski and Reynolds, 2019). They are responsible for providing accurate contact information to the recipient to facilitate future communication between the two parties. In inputting and verifying the computerised schedules, the front-desk staff must pay careful attention to even the smallest details to prevent misunderstandings and miscommunications (Hammer, 2016). Consequently, the workers working the front desk at Zuleka hotels are required to take care of these particulars. It will make it easier for them to interact with their colleagues and consumers. At the time, the number of miscommunications has been decreased, which helped them to show a positive gesture to the customer, and the customer chose this hotel repeatedly. This factor will help the zuleka hotel administration to scale its business globally. Furthermore, paying attention to details enabled them to sustain employees' productivity in the workplace.
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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 will you 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?


	Eye contact should be the first step in welcoming visitors. Even if I am busy with something else or riveted to my phone, the visitor will feel like they are being recognised because of this behavioural signal.

	By frequently using all aspects of the accommodation, I can remain on top of things and notice possible problems before they become significant. Establish a high level of behaviour for the entire staff. The staff will then know what to do in my absence.
	A competent receptionist is attentive to detail, adept at coordinating multiple projects simultaneously, organised, and an excellent communicator. It is essential for receptionists to be conversant with telephone systems and to have a welcoming telephone voice.

	
Stare them down, nod my head, and assure them I will get back to them as quickly as possible. When introducing myself to someone new, make direct eye contact. This simple action will go a long way toward establishing a solid foundation for a sense of community right away.


	It takes expertise to know how to place people in jobs that suit their skills and interests. Getting to know my staff and my accommodation is essential. Then you will know what to share, what does not work, and the ideal times to share them. Even though it is tempting to try to handle everything on my own, I will end up exhausted and frustrated.
	Receptionists answer phone calls and handle visitors. They also manage the company directories and give instructions to visitors and vendors when requested. Often they accept packages, order office supplies, and restock the kitchen at their place of work. Your industry and the company you work for will determine any additional receptionist duties.
	It is the responsibility of the front office to take care of specific functions such as the settlement of bills, check-ins, check-outs, reservations, and registration etc. As an employee in the hospitality industry and from my experience as a hotel guest, I have identified specific skills that the front desk staff needs to acquire.

	According to studies in psychology, productivity increases when workers feel good about their appearance. Employees who value themselves and take pride in representing the hotel’s identity are more apt to go the extra mile for visitors. In the event that the hotel has a more relaxed dress code, it is still essential to ensure that all employees can be identified.


	Rest assured that the hotel’s other employees will take care of my every need.
	Receptionists are the first face most people see in an organisation. As a result, their job is to manage communication from external sources, including vendors, visitors, and other office staff. Doing your job well as a receptionist requires a variety of hard and soft skills but being organised and friendly are critical.

	Hotel reputation has become a broad concept because more than half of guests do not stay in properties that has no online reviews.

	
Respect is earned when I can offer help to others, even if they politely decline my offer most of the time. Learning if they need help with their bags or a tour of the premises. Going above and beyond for guests is a surefire method to impress them.

	Although the lodging industry may appear less technologically advanced, it can benefit from applying appropriate technology. This could involve utilising content management software to boost productivity, iPads or other devices for check-in, staying in contact with staff members via mobile phones, or implementing Wi-Fi throughout the property for the convenience of guests and staff.
	A receptionist at a law firm would dress differently than a receptionist at a tech company.
	A good hotel reputation helps the hotel to create a competitive advantage and use it to gain enhance its sales volume. Conversely, if the hotel's reputation could be better other competitors will gain that competitive advantage, and the sales volume of the hotel will reduce, affecting its revenue as well.

	Everyone likes to feel like their thoughts have been read. Make sure to handle the most common concerns and questions when welcoming newbies, as they are shared by all visitors. The virtual assistant provided by Mews is a great way to meet the needs of your customers at all times.


	Using technology, you can improve the hotel's atmosphere and find better ways to manage and operate the business. Technology can be helpful, but it should never take the place of human interaction with customers.
	
	




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)


	To simplify and improve hotel operations, they maximise their hotel management systems by using all of the possibilities offered on such platforms. It has been observed that, when equipped with the proper "tools," a PMS can significantly simplify day-to-day operations (Bardi, 2010). These components, also referred to as "tools," are responsible for the daily operations of a hotel. The hotel property management system should optimise and simplify standard operating procedures (SOPs). For example, standard operating procedures include publishing restaurant receipts, checking customers in and out, and adding deals to their restaurants or spas. In the PMS ecosystem, one of the key elements is having a sound communication system. It is enabled to build a smooth connection with third-party providers' products. These items consist of a channel manager for taking reservations from online travel agencies, revenue management software for maximising revenue, and point-of-sale systems for managing food and beverage operations (Kalra et al., 2020). The PMS environment must be created to accommodate this integration. With the optimisation of these critical elements, the Zuleka hotel administration will be able to ensure better service to their customers. These elements will enable them to provide exemplary service to the customer on time.

	
Element 2 – Hotel Reputation

	In the hotel industry, to improve a hotel's reputation, the most important task is getting reviews and feedback from visitors. It can be considered one of the critical elements. Increasing the frequency of getting feedback from site visitors will quickly result in a rise in the number of reviews provided. This is because visitors are more inclined to share their experiences when specifically encouraged to do so. For example, when a guest's stay has concluded, it is simplest to send them a questionnaire about the kind of service they received (Corgel et al. 2011). Furthermore, before requesting reviews, employees should send out a brief feedback form to gauge the satisfaction of their visitors with their stay. This serves two purposes: first, it encourages guests to be entirely honest about their experience, and second, it allows them and their staff to address any issues before the guest posts a poor review online. By resolving these issues, the Zuleka Hotel administration will be able to sustain its reputation while increasing its competitiveness. The first objective is achieved by encouraging visitors to provide honest feedback about their experience (Ali et al., 2021). It is a simple but vital action that aids them in controlling the reputation of their hotel in advance by discovering negative reviews before their publication. By decreasing these negative reviews, the hotel administration can enhance customer loyalty towards their hotels.


	Element 3 - Communication 

	It is the role of the front desk staff to keep open lines of communication, not just with other departments and divisions of the hotel but also with front office personnel. To sustain good communication in the hotel, communication with co-workers is considered a key element. It is worth noting. Personnel at the front desk must engage in constructive relationships not just with their bosses but also with their co-workers in order to fulfil their day-to-day obligations in the front and back offices (Hammer, 2016). The front desk crew collaborates in order to give visitors the finest possible service. This enables them to meet customer requests for exceptions from their hotels. The supplied services include but are not limited to, accommodation reservations, guest registration, guest account management, guest mail delivery, and personalised care. Through tight coordination between the front desk staff and human resources, interviews are conducted, candidates are narrowed down, and eventually, hiring decisions are made. It maintains open lines of communication with human resources about orientation and training courses, as well as compensation, benefits, and performance reviews. On the other hand, having good technical knowledge as well as implications in the workplace helps them retain workplace communication (Lam and Law, 2019). The front desk personnel, with the help of technology, communicate with the accounting department about visitor and non-guest payments, as well as dues, discounts, and coupon settlements. In addition, it is necessary to determine and obtain the current condition of night auditing in combination with accounting.

	Element 4 - Staffing 

	The critical element of staffing is recruitment, job description and evaluation. Recruitment is the process of seeking out and enlisting the services of individuals who fulfil an organisation's needs for open jobs, whether such positions are already vacant or may become vacant in the near future. It has been observed that the initial step in the hiring procedure for the majority of organisations is the distribution of a job application form. This form should contain the position's title, start date, salary range, and a short description of the position's primary responsibilities (Solomon, 2018). The use of a recruitment form is one way to both express the degree of demand for personnel and keep some control over the organisation's growth. A job description is a valuable tool that can be used to assist in the development of recruiting criteria, the establishment of wages commensurate with the duties involved, the elaboration of expectations for the orientation and training of newly hired employees, and the maintenance of internal order. In addition, making everyone's tasks crystal clear removes the possibility of employee conflicts. Task Requirements Whether it is referred to as a job description or a person specification, it is a list of the personal characteristics, professional competencies, and technical skills that an ideal candidate for a position must possess in order to be regarded as qualified for the post. In addition to the requisite degree of education, applicants must also exhibit certain personality traits and practical work experience (Tesone, 2015). The job's duties and the environment in which they must be carried out are detailed.
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