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	Employers in the hospitality sector highly value employability skills when hiring new staff. As I applied theoretical lessons to real-life situations, I witnessed a steady improvement in crucial skills such as conflict resolution, teamwork, problem-solving, and professionalism. For instance, I successfully utilised these skills in delivering guest service and room division service, among other topics. Through an evaluation process, I aimed to assess how these employability skills gained from my campus courses translated into practical applications in the workplace. My reflective practices played a significant role in concluding this assessment.
Professionalism, an essential aspect of the hospitality industry, entails demonstrating respectful and courteous behaviour in the workplace. It encompasses punctuality, expertise, honesty, integrity, respect, and accountability. I gained a thorough understanding of IHG (Intercontinental Hotel Group) while working as a steward at Intercontinental Hayman Island Resort, including its fundamental principles, concepts, and sector-specific communication and professional abilities. Professionalism also entails respecting coworkers and visitors and promoting a positive work environment. For instance, being late to work or displaying rudeness can harm teamwork and overall business success. To exemplify this, let us consider a scenario where a steward effectively turned a guest's negative experience into a positive one. The steward promptly apologised to the guest and informed the front office about their dissatisfaction. The front office then communicated the issue to the housekeeping team, who ensured the room was impeccably cleaned before the guest's arrival. This approach was highly appreciated, showcasing the steward's ability to transform a negative situation into an exceptional experience. Employability skills are crucial for effective leadership. This assessment provided an opportunity for self-evaluation and reflection on my existing skills and experiences. Professionalism acts as a foundation, enhancing other employability skills by promoting ethics, responsibility, respect, and accountability towards the business or department. It also contributes to problem-solving and conflict resolution, ultimately increasing productivity and efficiency.
Front desk staff members are pivotal in shaping the guest experience and effectively showcasing the hotel's offerings. Their responsibilities include upselling at check-in, addressing guest complaints and inquiries, and handling administrative tasks such as check-ins, check-outs, and payments. Additionally, they support hotel management in various areas, such as creating spreadsheets, composing letters, and managing calendars. As the initial point of contact, the front desk team sets the tone for the entire stay. Upselling is vital in generating revenue for the hotel industry while enhancing guest satisfaction. Front desk workers must respond quickly and effectively to customer complaints and queries, and they can also help with fundamental problems like using equipment or obtaining services. 
The hospitality industry operates in a dynamic and complex environment influenced by globalisation, cultural diversity, and technological advancements. This transformative landscape calls for professionals with strategic thinking, agility, leadership qualities, and financial expertise. With changing travel habits, a diverse workforce, long working hours, intense competition, adaptability, and skillfulness become even more essential.
The hospitality sector holds significant importance as it contributes to the GDP of many nations, sustains local economies, and supports numerous livelihoods. Beyond its economic impact, the sector fulfils its primary purpose of providing necessary services to both tourists and residents.
In conclusion, the critical skills required to work at the front desk of a hotel encompass conflict resolution, teamwork, problem-solving, and professionalism. These skills can be effectively employed in the hospitality industry by applying theoretical knowledge to real-life scenarios. Through professionalism, front desk staff can provide exceptional service, turning potentially harmful experiences into positive ones. The industry's transformative nature and its impact on local economies underscore the importance of these skills in ensuring success and meeting the diverse needs of guests and residents alike.
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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?


	Adapting a service
Nobody wants to feel like just another diner or guest in your hotel or restaurant. Whether it is a business lunch or a weekend getaway, making an effort to make each visitor's experience unique will help establish your business as one of their favourites. When people visit your establishment, remember their name or their favourite beverage to achieve this. 
Their preferences may be saved in your database so you can automatically assign them to their preferred table, server, or room without asking them.
	Strengthen Your Staff
Staff at the front desk should have all they require to do their duties successfully. This involves training to respond to any queries a visitor may have or, if they cannot, to direct them to the appropriate party.
	Reserving a time slot
For everything from overnight stays to vacation planning, hotel guests rely on up-to-date information from a hotel's registration system. Customers must be made aware of the various rooms available, their costs, and the amenities they provide. Hotel management must ensure that the information shown on their websites and internal reservation software is consistent. Any inconsistencies between internal and external systems confuse hotel staff and annoy potential customers.
	Risk evaluation
Mission-critical operations should be noted.
Find the risks and dangers of such activities.
Examine the effects of each risk and danger.

	Proactively assist others
Being helpful to customers without being asked is critical to effective customer service. Examples might be refilling a guest's drink or providing them with a list of local restaurants.
	Establish a Plan B for busy periods.
Establish a Plan B for busy periods and have enough personnel to manage the volume of arrivals and departures. Allow customers to check in electronically or provide a tablet to pre-screen visitors.
	Operations and Maintenance
The level of property maintenance the personnel performs is a crucial component of hotel management. Hotel managers ensure the establishment keeps a pleasant and functioning inside and a presentable outside. Managers may arrange jobs like gardening, cleaning, and preventative maintenance on essential interior systems like plumbing and electricity using specialised software tools. The progress of everyday work and any significant repairs or improvements may also be monitored by management thanks to these software tools.
	Situational analysis
There are many potential future outcomes, both predicted and unexpected. Scenario analysis allows you to test an infinite number of scenarios and hypotheses. Based on these results, you can develop financial and strategic plans that will help you adapt and succeed in the face of change.

	Listen
When visitors offer criticism, it is simple to become upset and start talking immediately, especially when complaints are involved. However, practising listening more than speaking is the best course of action. You may enhance client satisfaction and make them feel heard by actively listening to their feedback. You could pick up a new skill that helps the organisation do better business.
	Collect Feedback—and Use It
The most important details are that the front desk should be the first and last stop for customers needing excellent service and that the stress of travelling should not be made worse by checking in, checking out, or asking questions. Additionally, the front desk should be the first and last stop for customers needing excellent service.
	Promotional & Marketing
Practical marketing activities may be the difference between profits and losses in the increasingly competitive hotel industry. Because the tourism industry experiences seasonal fluctuations, hotel management may analyse when their business slows down and develop marketing initiatives to fill up those unoccupied rooms. Some of these marketing initiatives include reaching out to business executives seeking conference venues, writing emails to previous visitors, and providing high discounts off-peak.
	Trigger evaluation
What circumstances would force you to implement your backup plan? It would help if you considered all potential triggers for any contingency plan.

	Utilise the criticism I get.
Utilising the input you receive (through listening) is another crucial component of ensuring that your visitors continue to have a positive experience. Nobody will ever be flawless or able to foresee every guest's needs. However, a competent manager or owner will ask for, listen to, and act upon visitor input. Make sure to discuss both good and negative comments with your team so they can enhance their interactions with guests.



	Take Advantage of Your Property Management System
A PMS allows the front desk to access data on a guest's reservation, their preferences, and the number of rooms in the hotel to tailor the visitor's experience and quickly modify or cancel a reservation.
	Staff Management
Hotel managers rely on the workforce's skills and attitudes to ensure the business runs as smoothly as possible. During a guest's stay, front desk staff, housekeepers, and maintenance staff represent the hotel's reputation. Managers should design seminars on professional behavior and visitor interactions for all staff members in addition to the training they get for their core responsibilities. When employees deal with guests courteously and professionally, it promotes the hotel and encourages guests to stay there again.
	Plan creation
Your contingency plan's effectiveness will be based on your capacity to communicate, use resources efficiently, make decisions, and adapt. Consider the most effective use of your resources when you develop your backup plan.
Determine what will prevent a contingency plan from being implemented successfully.
Create detailed plans for all possible circumstances.
Share the roles and responsibilities of all parties.
Test, improve, and repeat (This procedure is iterative.)

	Answer any queries and requests from guests promptly.
The experience of your visitors may be significantly enhanced by promptly responding to all requests and inquiries from them, whether they come in person, by phone, or even via social media. Even if you respond that you are currently working on an issue or will have an answer in the morning, it is still crucial to reply. In most circumstances, ignoring a problem will only lead to bad feelings and make it worse.

	Seek support and assistance when needed.
In my manager's absence, I would communicate with other experienced team members or supervisors for guidance and support if faced with complex situations or decision-making.
	Regular communication and feedback
Conduct regular team meetings to discuss any challenges or areas for improvement. Encourage open communication and feedback from all team members to address concerns and refine the contingency plan based on their input.
	Return to Normal Operations
Establish goals, regulations, and processes to help things return to normal, even if the issue has been resolved. This calls for adaptability. It also requires you to make strategic decisions and select what is best for your circumstances.
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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 management of hotels and rental properties for businesses is controlled by software called a property management system (PMS). The manufacturing, local government, and manufacturing sectors utilise PMS. A property management system (PMS) software program is used to manage rental properties for businesses and hotels. Manufacturing, municipal government, and the government all use PMS. A property management system is often called a hotel or OS.
The hotel industry plans, organises, and executes daily activities and transactions using a centralised computer system called PMS. The introduction of computerised record keeping and PMS, which enable users to update and verify centralised records from numerous PCs, has significantly increased productivity in the hotel industry. To improve operational efficiency, PMS systems have been created to fulfil the needs of the hotel business. 
Modern property management software blends various work environments into a single program. Depending on the supplier, the combination of modules and functions and the capability of a single module may vary. Some vendors also provide their systems as standalone modules that may be incorporated with an existing hotel solution. Below is a basic illustration of a hotel PMS.
Remember that while every PMS's duties are essential, it might be challenging to rank them in importance. Hotel property management systems, however, are required to contain a reservation system with a website booking engine and front-desk operations module, independent of the type of property. Key components include channel management, revenue management, housekeeping, customer data management, report, and analytics. Large hotels and resorts need back-office modules and point-of-sale (POS) systems.

	
Element 2 – Hotel reputation


	The primary goals of managing your hotel's online reputation are to monitor it and have some control over it. It entails a lot of different things, including keeping an eye on review websites, posting to social media and making comments, and optimising your website for search engines. In other words, maintaining your hotel's internet reputation is essential to its overall business and may significantly impact how well it performs compared to its competitors. Maintain a social media presence to promote your business and foster connections with prospective event planners and visitors. Create a personal relationship with each visitor or planner by providing individualised, excellent replies. To achieve a high search ranking, optimise your website for search engines. Conduct keyword research, provide unique and captivating material relevant to your target audience, and emphasise having secure sites (HTTPS), a mobile-friendly website, and quick page loading. A helpful tool for evaluating performance and raising the calibre of your websites is Google Lighthouse.
In order to show that you are one of the top alternatives for tourists and event organizers, increase your hotel's exposure on review websites like Yelp, TripAdvisor, and Google Reviews. Create a feedback page on your website to gather recommendations and consumer reviews.
Continue publishing on social media to reflect your business and give it a voice visually; share information on local events and how your property has changed. Post videos to involve your viewers more. To emphasise your location's distinctive attractions and attributes, collaborate with other neighbourhood companies or the CVB of your destination. Real-time interaction with your audience will help you generate repeat business.
Create a personal relationship with each visitor or planner by responding to comments, hosting Twitter Q&As, being accessible round-the-clock, adding a live chat feature to your website, and optimising it for search engines. Speed is not everything, but having a suitable reply is more critical. Establish a trustworthy rapport with each visitor or event planner before optimising your website for search engines. Gaining positive evaluations requires a variety of factors, including discoverability, authority, relevancy, quick page loads, a mobile-friendly website, and secure pages. 93% of individuals consult online reviews before making a hotel reservation, 68% of people believe peer evaluations, and 53% are swayed by user-generated content.
Google Lighthouse is a valuable tool for evaluating performance and raising the standard of web pages. To demonstrate that you are one of the top hotels, ask for and gather testimonials from previous visitors and event organisers. Create a feedback page on your website and send follow-up emails to gather testimonials and reviews. Respond quickly to negative comments and reviews to show customers you care and want to make it right. Focus on digital marketing to stay current and focus on helping customers and employees, sanitary conditions, and any plans for when economic conditions improve.

	
Element 3 - Communication 


	The hotel industry depends heavily on communication. No matter what line of work you have in the service industry—hotel, restaurant, etc. —strong communication skills are a need. The significance of communication in the hospitality industry, the benefits of having strong communication abilities for your job, and how to expand your hospitality skill set are all covered in this article. Effective communication is a daily requirement in the hospitality sector. Effective communication is essential for any hospitality business that wants to prosper, whether with clients to ensure their contentment or with personnel to deliver top-notch service. Practical communication abilities are essential in the hospitality sector because they may be used to interact with customers, settle disputes, and provide a satisfying customer experience. Avoiding misconceptions and miscommunications, which can obstruct the flow of tasks, is made easier by using clear and accurate communication. How does communication factor into the tourist industry? Every customer-facing profession requires strong communication abilities, but the travel and tourism sector places a premium on these abilities. 

	
Element 4 - Staffing 


	The process of locating, gaining, and keeping employees inside a company is known as staffing management. It includes locating prospects, hiring people, integrating new hires, and maintaining employees. It can result in more rapid corporate growth and cost savings, a decreased risk of making poor hiring, and an increased chance of discovering the ideal candidate for the position. It covers sourcing and recruiting individuals, hiring and retention methods, scheduling employee schedules, onboarding, and offboarding procedures, and arranging employee schedules. It is crucial for enhancing work satisfaction, morale, and retention. It is crucial to find and employ top talent utilising recruitment automation tools, hire and keep the proper applicant, and ensure that the human resources department is familiar with the ins and outs of staffing management. Moreover, set up work schedules. Staffing management manages offboarding procedures when employees leave a firm to guarantee a smooth transfer.
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