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First impressions make or break opportunities. Operating in the hospitality domain especially in the hotel industry requires a certain set of skills (Sturman et al., 2011). It needs to be addressed that the front desk of every lodging accommodation is the very face which represents the establishment before guests. One of the foremost objectives of every organisation operating within this domain is to ensure the delivery of quality experience to individuals. From what I have gathered, the approach of the front desk operative of a hotel towards guests drives and determines their very first impression regarding the facility (Bardi, 2010). The job role of a front desk operative is not only limited to managing daily check-ins and check-outs. It is also on them to make certain that a guest is satisfied with their experience in the hotel. The regional as well as the global market is becoming increasingly mercurial and competitive (Solomon, 2016). People now have a plethora of options to select from when it comes to deciding where they want to stay.
It has been quite a while since I started working as a front desk operative and from  the experience and knowledge I have  gathered after working for all these months I can say that possessing strong communication skills is not the only thing which is required in order to shine in this particular designation. An individual needs to have a handful of other skills in terms of ensuring continual professional growth. These skills are as follows,
Computer skills: Considering the way digitization has taken the world by storm, it is no surprise that the process of data management in every possible industry has transformed and become heavily dependent on the implementation of Internet of Things (IoT). It has become mandatory for every individual to learn the basic computer skills in order to stay relevant with contemporary times. But it needs to be addressed that working as a front desk operative implies dealing with the sensitive data of customers and clients on a regular basis. Thus, honing the basic computer skills, being aware of the cyber security policies and adhering to them are some crucial parts of the job role of a front desk operative. Recent years have witnessed the hotel industry becoming heavily dependent on the application of cloud computing in terms of performing data management. The more a system becomes internet-oriented, the more the chances of encountering cyber threats  increases. In order to evade that, the network of every big hotel is now equipped with firewalls and Intrusion Detection Systems (IDS) (Khraisat et al., 2019, p.20). Operating these systems requires a special kind of expertise and since one of the job roles of front desk operatives also include managing important data and room statuses of guests, they are the one who are more likely to be notified in case of a breach attempt on the network. Thus, it is necessary that every front desk operative is technologically sound. 
Communication skills: As I have  discussed before desk operatives are the face of a hotel business. It is on them to illustrate a good image of the development before customers. The unsaid rule of every business is ensuring customer satisfaction and of the foremost job roles of a front desk operative is to facilitate that. I have fathomed that communication skills are something which can be developed and honed over time (Naqvi, 2020). The engagement of customers is dependent on verbal communication and active listening. It needs to be acknowledged that the demands of customers change over time and that too frequently, without listening to them and paying heed of their needs it is not possible to offer solutions. Front desk operatives are tasked with the obligation of ensuring the development of a warm communication system with customers. This not only enhances the chances for institutions to perform customer retainment but also increases the scope for them to attract potential customers.
People skills: Desk operatives have to deal with and manage a plethora of customers on a regular basis. People skills are far more than strong communication skills, they also include empathy, negotiation and conflict management attributes (Hoffman and Tadelis, 2021, p.250). The operations within the hotel industry are carried out on multiple levels and include a wide number of stakeholders, the occurrence of conflicts is something very natural. But possessing proper conflict management attributes not only enhances adhesion within the workforce but also prevents the operational procedure from encountering a sudden halt. 
Punctuality: Possessing proper time management skills is something which goes a long way in the professional development of an individual. There are several operations which need to be performed by a front desk operative which calls for the need for stern punctuality (Trivedi, 2019, p.8). These operations involve guest attendance, propagating requirements and updating records. If these tasks are not performed in a timely manner, it might end uo disrupting the operational procedure.  
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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?


	
· Greeting them with a warm welcome and taking them through the offerings which the establishment puts forth.

	· Making the utmost use of the communication channel and interacting with the rest of the operatives continually. 
	· Communication has always been a two way street. Guests tend to prefer establishments which greet and treat them cordially. 
	· Convincing the other operatives to make use of digital collaborative tools would take care of  all communication related problems.

	
· Attending to the guest who have already checked in  and ensuring that they are not encountering any difficulties.

	
· Seeking feedback in a proactive fashion. 
	
· The needs of guests can be monitored and regulated by properly identifying their requirements. Initializing a feedback system would take care of the scenario.
	
· An application can be dropped to the management asking them to develop and deploy a digital attendance system. This would enable employees to stay aware of the availability of the workforce.

	
· Offering to help and taking active initiatives in case someone is having some sort of trouble.

	
· Ensuring that a group of operatives are always in place to attend to guests.

	
· This would improve the perception of guests towards the facility. 
	
· Identifying the specific needs of employees and developing future strategies. 

	
· Making guests feel special by making  them go through special offers. 

	
· Sending personalised emails with every possible offer and facility.
	
· Resorting to this strategy would act as real time promotions. 

	
· Resorting to seek help from the digital marketing team for promotion.

	
· Making time to attend to every guest

	
· Resorting to the immediate organisational hierarchy to propose the idea.
	
· This strategy is deployed to make guests feel at home. 
	
· Making the utmost use of the existing Customer Relationship management (CRM) strategies and sending an official request to the management team to upgrade it. 



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)


	
As has been already discussed, the modern world operates on the basis of digitization, A PMS or a Property management System is an infrastructure which regulates front-office activities in hotels. The key elements concerning PMSs involve 

· Reservation:  Online booking has become the new normal nowadays. A central reservation system, a separate module of PMS manages several functions associated with online booking (Omuudu et al., 2022, p.280). These functions include room bookings, activities booking and e-payment processing. 
· Front desk operations and room management:  This element illustrates the significance of monitoring reservation status, daily audits and in room controls. 
· Revenue management: Hotel revenue indicators are monitored through this element. It is identified whether or not a hotel has successfully extracted profits within a particular time frame.  
· Housekeeping: It is necessary to always keep the housekeeping staff connected with the front office in order to attend to the needs of the guests. PMSs offer solutions for this need as well. 
· Customer data management: Considering the fact, a plethora of customer data is generated on a regular basis, PMSs offer a way to manage and sort data in a systematic manner (Fu et al., 2020, p.102527). 
· Point of sale services: Majority of hotels offer in-house service, having a properly deployed PMS Service in place paves the way for the hotel to manage transactions from different services.

The fact that digitized solutions are now available to simplify the task of data management brings obligations to perform the task in a proper manner. I have understood that learning to operate these systems is something which takes time, but if performed the right way quality customer service is guaranteed.

	
Element 2 – Hotel reputation


	
The reputation and the recognition of a hotel is what predict its growth opportunities. Going by the way the number of new entrants in the business grows by the day, it has become necessary for every establishment operating within the hospitality industry to resort to a certain set of strategies or a properly developed system in terms of performing reputation management. These elements are as follows,
Review monitoring: The way social media platforms and different sites have gained prevalence in recent years; collecting feedback from customers online has become a practice. But developing a system to receive reviews from customers is not enough. It needs to be addressed that these reviews project the conventional perception of customers towards the offerings of an establishment (Foroudi, 2019, p.280). Thus, this opportunity needs to be harnessed in terms of performing necessary developments in the future. 
Ensuring customer satisfaction: Delivering quality services is the only way to ensure customer satisfaction, Every business opportunity can be explored and improvements can happen at any point of time. Since there is always some room for improvement, identifying what the customers want in a precise manner is necessary. A happy customer holds the potential to bring more potential customers in the future, which is why emphasis must be put on this factor from the very beginning. 
Monitoring the strategies of the competitors: It has already been illustrated that the business is plagued with competitors. Keeping tabs on what the business rivals are opting for provides an insight into the positioning of the company in the regional industry. 
As far as my understanding is concerned there are certain businesses which attract customers based on the reputation it has already earned for itself, so the process of reputation management is mandatory in order to secure long term growth for a business. 






	
Element 3 - Communication 


	
The communication of a business owner with customers is the very foundation of every business operation. Especially when one's domain of operation is desk management, communication is what makes or breaks relationships with customers. The key elements of  business communication are,
Structure: A structured communication is what clearly signifies the intent of a professional. It needs to be made certain that every interaction commences with an opening, then gradually progresses towards the subject of the topic and finally ends with a conclusion (Al-Qeedaa, 2019, p.320). 
Clarity: This is something mandatory when the purpose of the communication is entirely business driven. Possessing clarity in what one is trying to convey successfully propagates the agenda to the listener and prevents the occurrence of any kind of superfluous doubts. 
Consistency: This element projects the fact that adequate emphasis needs to be put on ensuring consistency in the process of knowledge exchange in order to evade all possible kinds of misinterpretations. 
Relevancy: It is necessary for a conversation to stick to the subject in order to obtain the desired result. Derailed conversations more often than not tend to create unnecessary complications. 
Medium: While commencing to engage in conversations it is necessary to make certain that one particular medium is being adhered to while performing the communication. Interruptions or requesting sudden shifts in the  medium of conversations might make a party lose interest in the process of interaction altogether. 

I have always been praised for having strong communication skills, but after being associated with the job role I have understood that my communication skills still need honing. 


	
Element 4 - Staffing 


	
One of the inherent parts of employee management is staffing. Organisations are always in need to hire new employees. The key elements concerning staffing can be classified into following segments.

Recruitment: Even though this process marks the beginning of an employee's journey, there are certain requirements and standards which the skills of an individual must meet in order to make it big in the long run. Observing this crucial step from the point of view of an employer, it can be said that this process holds considerable relevance as this is the very process which ultimately dictates the future of the workforce of a company.   
Selection: The selection process in general involves making employees go through an extensive test in terms of assessing their skills. The educational qualification of an employee does not always meet the requirements of a company; it is also necessary to assess other parallel skills they possess (Nikolskaya et al., 2022). This process is directed to that very purpose.
Placement: The process involves placing an employee in their designated position once they have been hired. It puts the new candidate in temporary probation period under the supervision of experienced personnel. 
Training: During the probation period the pre-existing skills of employees are polished and honed in accordance with the objectives of the employees. The training period is the time when an employee learns the intricacies concerning the work. 
I have also been through extensive recruitments much like what has been discussed above. I can confidently say that my probation period has taught me a lot about the trade of the work. 
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