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	Communication skills
According to Tewari (2009), internal and external communication is necessary for front desk operations. In the context of the hotel front desk, the staff is required to possess the ability to pass information to customers and other functioning departments effectively and accurately. Interpersonal communication skills can be explained as the competency to interact with customers verbally and non-verbally. The hotel front desk is the first point of contact between the customers and the hotel. Professional behavior and communication are expected of the staff when dealing with customers. I will need to work on my interpersonal skills to understand customers on an emotional level. This will enable the customers to form an emotional bond with the hotel as a whole. Furthermore, interpersonal communication skills will allow me to cater to customers’ issues and problems as well as effectively resolve them. Interpersonal communications improve the functioning of organizations (Acharya, 2023). 
I will need to communicate with other functional departments of the hotel to ensure a smooth flow of operations. To resolve customers’ issues communication and collaboration with other departments such as kitchen, maintenance, and others are necessary. Hotels often contact customers through emails and texts concerning the latest offers and services. Written communications skills will allow me to respond to customers' queries and feedback in a written form. I will be able to write emails, memos and other crucial business documents without having grammatical and spelling errors. Arafah (2019) evaluates that it is necessary to be fluent in English to work in the hospitality sector. However, customers get a sense of ownness when the staff communicates with them in their local language. Therefore, apart from English, I need to learn other languages to provide a good experience to customers along with a sense of my ownness. 

Problem-solving skills
Problem-solving skills receive significant value in the hospitality sector (Espellita and Maravilla, 2019). At the hotel front desk, the ability to accurately identify and provide effective solutions to customers' problems can be explained as problem-solving skills. Acquiring problem-solving skills will allow me to provide solutions to customers' issues in lesser time. Time is a critical factor when dealing with customers as it impacts their experience during their stay in the hotel. Being the main point of contact for customers, the front desk in hotels is required to understand the roots of customers' problems and communicate with appropriate departments. I will need to choose the best solution to customers' problems to enhance their experience and satisfaction. Moreover, I will need to be creative as well as critical to provide effective solutions to the customers. 
Creativity and innovation skills can be combined to seek suitable solutions to problems (Tang, Vezzani, and Eriksson, 2020). Customer problems and issues may arise unexpectedly within the hotel. At the hotel front desk, I will need to be able to handle emergency situations, unexpected circumstances, and so on. The hotel front desks need to resolve customers’ issues based on urgency and importance. However, this must not reduce the satisfaction of customers and impact their experience. It can be implied that problem-solving skills are important for guaranteeing high customer satisfaction, maintaining the public image of the hotel as well as contributing towards higher productivity and efficiency. Furthermore, the hotel front desk may be required to collaborate with other departments to resolve certain problems of customers. 

Customer service skills
Quinn and Buzzetto-Hollywood (2019) consider customer service skills to be one of the most important competencies. Customer service skills can be defined as the expertise in handling various aspects of the hotel related to customers. The hotel front desk needs to convey all the important information to the customers including the policies of the hotel. This will allow the customers to know what can be done and what cannot be done within the premises of the hotel. In order to avoid misunderstandings and resistance from customers, it is necessary to communicate such information politely and in a professional manner. I will need to greet customers when they visit the hotels as well as make them feel comfortable and valued. Furthermore, I will need to confirm the information provided by the customers along with clearing their doubts. 
However, the process of clearing doubts and answering questions must be done in a concise manner. Mankame (2020) investigates that the front desk is required to have knowledge of the operations across the hotel. It can be implied that the front desk staff needs to be aware of all the aspects of the hotel. I will need to acquire information and knowledge concerning the operations of various departments within the hotel as I will need to provide that information to the customers. In addition, I will need to maintain my professionalism when handling customers’ questions and behavior. It will be important for me to maintain my calm and positive attitude when customers are rude and frustrated regarding the services of the hotel. 


		Word Count
	815



	
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?


	[bookmark: OLE_LINK1][bookmark: OLE_LINK2]The hotel front desk manager guarantees a high standard of customer experience. As the front desk associate, I will need to take care of visitors while maintaining the utmost standards. I will need to ensure that the requirements of customers are met and they feel comfortable with their accommodation in the hotel.
	In order to ensure a high standard of customer service, it is necessary to supervise that the front desk staff is communicating effectively and showcasing optimum performance. I will provide support to the staff members when they face issues in communicating with customers and resolving their issues.
	Supervision of front desk staff will guarantee discipline in their actions while working diligently. Providing support to the employees when they face issues will enable them to learn and gain confidence when dealing with customers.
	Training and development of the staff members at the front desk will ensure quality service to customers during the absence of the manager. The focus will be on critical thinking and creativity skills for the purpose of meeting the increasing demands of customers. 

	Room management is the responsibility of the hotel front desk manager in order to provide accommodation in accordance with the needs of customers. In the absence of the manager, I will need to keep a note of those rooms when have been cleaned by the maintenance department and ready for the next customer.
	The process of room management can be more effective through the use of technology. Through the use of PMS, I will be able to keep a note of those rooms which have been cleaned and are ready for the next customer. 
	The management of rooms with the help of PMS will ensure the smooth allocation of rooms and the shifting of customers. As a result, customers will not have to wait for longer durations in order to get themselves a room, thus, enhancing their experience.
	The front desk staff will be provided information and knowledge concerning how to use various software used by the hotel like PMS. In this manner, the staff will be able to manage bookings and room allocation more efficiently while consuming less time. Furthermore, knowledge of the latest technologies will facilitate the staff to be more productive in their roles and responsibilities.

	The hotel front desk manager is accountable for the safety of customers, especially their personal belongings. As the front desk associate, I will need to make sure that the personal belongings of customers are delivered to their rooms safely. In addition, I will need to oversee that the customers are guided to their rooms efficiently.
	Customers are required to be guided to their rooms and provided insights into the amenities of the hotel. During my shift, I will give importance to the safety of customers as well as their personal belongings during their stay. In case of lost items, the staff will be asked to report to me directly along with the item. 
	Proper guidance from the front desk will ensure that the customers can locate their rooms without any hassle. Furthermore, the safety of personal belongings in the hands of the staff members will allow the customers to be stress-free and easy shifting to their rooms. 
	To ensure the safety of customers and their belongings, staff members will be allocated to guide and meet the needs of specific customers during their stay. In addition, security measures such as more CCTVs will be installed for coverage of corridors, halls, parking areas, and other public areas of the hotel.

	It is observed that the hotel front desk manager needs to address the feedback of customers. I will have to take note of customers' positive and negative feedback in order to identify the areas of improvement to ensure customer satisfaction. 
	Unexpected questions and doubts may arise from the part of the customers concerning different aspects of the hotel. I will need to deal with those questions and ensure that customers are satisfied with the answer and solutions. Furthermore, I will need to deal with negative feedback from customers and work on improving their experience. 
	Addressing customers’ feedback will allow the hotel to improve upon different aspects to satisfy customers. It is necessary to analyze the changing demands of customers and personalize their experiences the next time they visit the hotel. This helps in providing better satisfaction to customers and generating customer loyalty.
	The staff members will be provided with the information and procedures to be followed in order to deal with customers' feedback in the absence of the managers. In addition, a physical copy of the document containing the procedures will be made available to all the staff members.

	The hotel front desk manager is required to inform and elaborate upon the new facilities and services that have been introduced in the hotel. It can be implied that the managers need to market and promote the hotel's products and services to the customers. I will need to ensure that customers gain knowledge of the various products and services of the hotel.
	It is important for the front desk to provide information related to hotel amenities and services to the customers in order to facilitate their stay. I will acquire knowledge concerning the different products and services that are offered by the hotel and pitch them to the customers. 
	Customers tend to maximise their experience when they intend to stay in hotels. Giving briefings regarding the hotel to the customers at the front desk will enable them to maximise their experience by utilising the amenities of the hotel.
	Information concerning the latest products and services offered by the hotel to customers will be conveyed to the staff members through regular meetings. Confidence-building programmes will be conducted to encourage staff members for pitching these new products and services to customers. 

	It is the duty of the hotel front desk manager to communicate with various other departments of the hotel such as housekeeping, maintenance, kitchen, and so on. I will need to make sure that there is a collaboration between the front desk and other departments in order to cater to customers' demands. 
	The front desk is required to be informed of the roles and responsibilities of other departments. I will maintain close relations with other departments during my shift to cater to customers' demands and requirements at the earliest and maintain a positive working environment. Furthermore, I will ensure that the staff members also have information concerning which department to contact for different purposes. 
	Having knowledge of the roles and responsibilities of departments allow the front desk to efficiently deal with customer's issues and problems. The front desk can contact the appropriate department to resolve those problems. In addition, instructions can be given to various departments concerning customers' preferences such as food and drinks to the kitchen department. 
	Contact information of the representatives and managers of different departments will be made available to the front desk staff. It will be easier to communicate with other departments in the absence of the manager. Information related to the roles and responsibilities of different departments will be provided during the induction of front desk staff. 



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 Bardi (2010), a property management system refers to a computer application that links software and hardware used in different operational areas of the hotel. Reservation and registration, databases, point-of-sale systems, accounting systems, and others are some of the aspects are PMS is used. It can be implied that PMS allows hotels to automate various tasks as well as manage inventory and measure sales. The staff in hotels are able to analyze the operations of the hotel through the centralized view provided by PMS. Corgel, Sturman, and Verma (2011) investigate that property management focuses on driving revenue generation through increased efficiency. Therefore, it can be implied that PMS has a significant relationship with customer relationship management (CMS) systems. 
It has been observed that the staff in hotels can access PMS through various devices such as mobile devices, computers, tablets, and so on. Thus, providing increased flexibility and efficiency in terms of management of the property. Hotels can increase satisfaction and enhance the experience of customers. Some of the key elements that are included in PMS include reservation, room and guest management along with billing, security, audit, and so on (Dyshkantiuk et al., 2020). It can be implied that PMS is used by the staff to check the availability of rooms as well as create new reservations, modifications, and cancellations. Checking room status as well as managing inventory can be done effectively through the use of PMS. Furthermore, personal information such as contacts, addresses, and others can be managed through PMS. Hotels are able to provide a personalized experience to customers according to their preferences. 

	
Element 2 – Hotel reputation


	Anagnostopoulou et al. (2019) observe that a hotel's reputation has a notable impact on its profitability in the market. Therefore, public reputation affects the success of the hotel in a competitive and changing business environment. Reputation is related to customers’ perspectives as well as the broader community regarding the hotel and its services. It can be implied that the reputation of hotels depends on the quality of service, cleanliness of rooms, and overall experience of their stay. To provide an excellent experience, all the functional departments are required to maintain high-quality standards in their operations. Hotels are able to measure their reputation by addressing feedback from visitors, evaluating reviews as well as the performance of social media channels. In addition, hotels can work on their reputation by dealing with customers' issues at the earliest while guaranteeing efficiency and professionalism.
It has been observed that a reputation can be built through positive reviews and feedback. Customers tend to be attracted to hotels through other customers' experiences, reviews, and feedback. On the other hand, Wen et al. (2021) argue that negative reviews and feedback can drastically reduce the reputation of the hotel while reducing bookings, reservations, and so on. Due to this reason, competitors may acquire a competitive advantage and result in a reduction in profitability. Furthermore, the occupancy rates and revenue tend to fall rapidly due to customers' bad experiences in the hotel. It can be understood that customer satisfaction is proportional to the reputation of the hotel. Therefore, it is important for hotels to ensure that customers are satisfied with the services and value they receive during their stay. Training and development of staff as well as setting high standards of service is essential for improving the hotel's reputation.

	
Element 3 - Communication 


	According to Tesone (2015), effective communication is considered to be an influential tool in hotel operations. It can be understood that effective communication facilitates collaboration and the formation of meaningful relationships between employees as well as with management. In hostels, internal communication is necessary for acknowledging roles and responsibilities that contribute towards making the organization a success. Multiple operational areas of the hotel such as housekeeping, maintenance, kitchen, and others are required to communicate with each other. As per Eid, Agag, and Shehawy (2021), effective communication with guests has a significant impact on brand image. It can be implied that communication with guests can ensure that they have a positive experience during their stay in hotels. The staff is able to clearly pass information concerning the facilities, services, and policies of the hotel while answering their queries and clearing their doubts. 
Delivery of information in a professional manner is considered to be important in hotels when dealing with guests. It has been observed that the staff in hotels communicate with them through various channels including social media, calls, email, and so on. Online communication also plays a crucial role in influencing customer experience. Jenneboer, Herrando, and Constantinides (2022) evaluate that the use of chatbots can enhance customer engagement and experience. Thus, making use of technology in hotels can improve communication with visitors as well as their experience. This assists hotels in retaining customers and generating customer loyalty. Hotels must provide staff with the necessary training and tools to communicate with other departments as well as customers effectively while ensuring that information is conveyed accurately. 


	
Element 4 - Staffing 


	Djajasinga et al. (2021) state that staffing is necessary for maintaining high morale within the hospitality industry. Staffing is considered to be an essential process in the operations of a hotel. It allows hotels to enhance their standard of quality service provided to customers. The process of staffing includes screening, selection, recruitment, and training of employees. The initial steps of staffing, which are, screening, recruitment, and selection are involved with attracting new potential candidates for various openings in the hotel. New candidates tend to be highly motivated and enthusiastic while bringing new ideas. The hotel is required to form job descriptions, review resumes as well as conduct interviews. Moreover, the process of training assists hotels in ensuring that new employees possess the necessary skills and knowledge to deal with customers practically. The management within hotels is required to supervise that the staff is working effectively while producing optimal performance. It has been observed that the staff in hotels are required to work on multiple roles and responsibilities. Yang et al. (2021) evaluate that increased stress may negatively impact the performance of employees. Therefore, the hotels need to ensure that the staff is not facing stress. Efficient staffing enables hotels to hire an adequate number of staff members to operate effectively while catering to customers' demands.
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