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	The skills required by the front-desk officers in the hotels are:

Efficiency in the Guest Services
It is considered as the important part for the hotel services that is associated with the success of the business management. Therefore, the management is responsible to manage
A guest service with the efficiencies in practices and operations that will help to fulfil the desires and demand of the guests staying in the hotel. The front-desk officer must be skilled and expert to manage different types of customers at the same time (Estevão et al., 2022). The job of front desk job identifies the postings on different services of recruitment websites. Front desk officer is responsible for the implementation of friendly environment, efficient working policies, and use of time management and solving-problems skills in the hotel. The skills are used to manage both employees and guests at the same time –management helps to manage operations and distribution of work according to the given time whereas, problem-solving skills are applied on the conflicts between employees and the queries of customers related to their stay and visit in the hotel. The front-desk officer must be skilled and professional who is able to provide pleasant services to the guests and fulfil all their demands regarding check-in, check-out, and payment processes (Duarte et al., 2022). The skills are based on the management of services that will help to achieve positivity in the services of personal interactions and used to manage staff members with the consideration of positive experience of the customers.


Use of Technology
The skills of using technology and computers are also essential for the services of front-desk officer in order to manage operation in the efficient manner. The technologies are used to record data and information about the customers who are staying in the hotel with their payment and booking statuses. It helps to manage room services for the customers as well before, during, and after their stay. Devi and Lakshmi (2023) elaborated that the use of technologies helps to learn about the room services that are provided to the customers in order to solve the issues they faced in the hotel. The responsibilities of front desk officer are associated with the provision of wider and sufficient knowledge related to the computer and using technologies efficiently that will be used to manage efficiency in the performances and management of the duties as well. The distribution and allocation of the roles and duties associated with the services and operations of front desk officer are based on learning and using different Software system (Chalupa and Petricek, 2020). The services in hotel management helps to define computers and technologies for the allocation of room and management in the services for the guests. It will help in the collection of feedback from guests about their experiences in the hotel for the improvement in the services and skills in the efficient manners. Thus, computer literacy helps to manage the operations efficiently with the management of guess and employees at the same time. It helps in managing customers, their stays, and practices of the employees while working in the hotel industry (Chaturvedi, 2020). 

Learning Different Languages
[bookmark: _GoBack]The most common skills that are needed for the services of front-desk officer is learning and knowledge of different languages while working in the international hotel industry. For the hotel management, it is essential to get communicated with the guests coming for their visit and stay in the hotel, therefore; front-desk manager is responsible to meet and greet them at instance for the provision of all information and processes in the hotel (Belias, Mantas and Tsiotas, 2019). In the international hotel industry, there are different types of guests coming to the stay from different backgrounds and regions. It seems that the front-desk in-charge helps them to learn and understand the policies and strategies applied by the hotel management. The learning will be based on using different types of training and development sessions that are helpful for learning different cultures and languages while working in the organization. Therefore, a front desk receptionist should be aware of using different languages and known as multilingual person with the understanding and speaking of different languages with customers and employees (Bagnera, Stewart and Edition, 2020). The understanding of different languages are helpful to manage operations and services with the attraction of the larger base of customer from all over the globe. The skills are used to attract larger base of customers from all over the world. 
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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?


	As a front desk officer, I will ensure efficiency in the tasks and works. The efficiency is seen in the hotel management practices where staff is responsible to manage operations accordingly. The strategies and policies are applied on hotel management where the employees are confronted to apply all the strategies for the success of operations (Hua and Purba, 2023). 

	The operations are smooth where the front-desk officer is responsible to implement use of technologies in the services. The technologies are used to monitor the performances and completion of the tasks by the employees in order to make fulfilment of goals and objectives. There are differences in measuring success with using technologies. 
	My plan must be effective with the implementation of appropriate communication skills. It will be helpful for the management of operations in the services. The communication helps in reducing emerging challenges and issues that are faced by the overall organization (Hassi, 2019). 
	The contingency plan will be based on suing technologies and software for the increment in the services and performances of the employees. The plan will help the employees to get all details about implemented strategies and knowledge related to the changing demands of the guests for the hotel operations. It help to fulfil the demands in an efficient manner. 

	As a front desk officer, I consider myself responsible to collect feedback and reviews from the guests and customers after completing their visit and stay in the hotel. It will be helpful for managing services and implementing improvement and enhancement in the hotel operations. 

	As a front desk representative, I consider to provide smooth operations in a hotel with managing customers and guests in the efficient and effective manners. The customers are provided with all information regarding check-in and check-out process at the beginning of their stay. They are also provided with the payment processes used in the hotel (Hao et al., 2022). 
	My plan will be effective with the selection of accurate people for the desired tasks, as a front-desk representative, I will provide a list of effective members to the HR department who are able to manage work in the efficient manner. I consider myself responsible to provide all information about operations and services. 
	I will apply contingency plan for the fulfilment of resources in the services of hotel management where the satisfaction of customers is considered as the initial priority for the management and success of services and operations. Therefore, it is essential for the management to implement strategies that are used to satisfy customers and make them happy for their next visit as well. 

	As a front-desk in-charge in the hotel, I consider myself responsible to manage e-mail, call, and social media marketing for the customers about services and operations. The email marketing and phone call helps to provide relevant information and promotional strategies to the customers. 

	In order to run the operations smooth in the hotel management, I consider effectiveness in the attitude and behaviour of the employees and managers. I provide them resources like information about training and development sessions that are used to improve services in hospitality industry (Guntoro, 2021).  
	My plan will be effective with providing good resources to the customers in order to learn about strategies and policies of the hotel. I will provide all information about operations and services to the customers and guests before their visit and follow their remarks about booking statuses. 
	The contingency plan will help to manage employees with provide them resources like rewards and appraisals on the performances that are monitored on regular basis. It will be helpful to impose positive responses from the different sides and gain success in the competitive world as well (Guillet, 2020). 



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)


	A PMS (property management system) is software that is used by hotel operations to facilitate the process of reservation and administration management. The software helps mostly in the operations of front-desk management. Other process include reservation management, channel operations, housekeeping, occupancy management, and payment process for check-in and check-out system (Wang et al., 2023).  The use of PMS software in the hotels is based on control management process that helps in reservation and financial management of transactions. PMS allows the management to operate different activities of employees in the housekeeping department and manage performance of human resources as well. PMS is considered as a system that helps to facilitate the activities and processes in a hotel that is related to the internal and external management operations. Thus, PMS helps to record data and information of guests staying and visiting the hotel also imposes possibilities to maintain performances with motivation and encouragement of the employees.
The use of modern property management system in hotel industry is associated with the combination of different work in the workplace environments as using a similar piece of software. Vicente (2023) stated that PMS helps vendors in selling the systems for the separate modules that are integrated with using the existing solutions by the hotel management. PMS helps front desk officer in the management of booking, room management, allocation of services to the employees, e-payment process for the customers and guests. The software is applied to measure efficiency in the services like improvement and enhancements in the hotel operations. PMS implements the consumer's system in the traveling journey that selects a destination for shopping in a hotel. The shopping and booking helps in the system of on-property engagement with the employees and staff, managing in-room services, and sharing of the feedback on the social media with using guest experience (Lin, 2019). 


	
Element 2 – Hotel reputation


	Hotel management is considered as helpful to get online reputation. It increases the hotel performances visibility and attraction of the bookings. It helps to define SEO that is helpful to manage ranking higher on the Google (Kennedy, 2019). The higher appearance in the searches helps to get clicks for the bookings as considering online. Hotel online reputation management helps to improve the guest loyalty. It responds to the feedback of the guest and taking the steps to address the issues. It identifies the value for the guests’ opinions and must be committed towards the provision of the best solutions for possible experience. It seems in increasing the guest loyalty and considering the repeat bookings (Vainio, 2023). The active managers to define online reputation for the generation of positive system in word-of-mouth marketing system. The guests are provided with the recommend a hotel with the hotel responds and the feedback. There is a simple strategy that imposes a big impact on the bottom line of a hotel.
Hotel reputation is associated with the collection of feedback from the customers and guests after their visit and stay in the hotel. The front desk representatives are responsible to collect feedback from the guests regarding room services, laundry, and cleanliness as well. The reputation changes with the changing in the services where the people in the hotel work according to the given demands. The reputation is also associated with the customers’ experiences that is created in the time of their stay. The social media marketing plays a vital role to define reputation of the company in the industry. The reputation helps to maintain positive image in the competitive world as well. There is also negative reputation that is due to the lack of efficiency in the services and operations. It arises where the hotel guests are not satisfied with the services (Iranmanesh et al., 2022). 

	
Element 3 - Communication 


	Communication is one of the crucial element to maintain effectiveness in the hotel operations. The hotel management is responsible to implement effective communication skills while presenting the operations and strategies to the guests. The communication also helps to manage employees and workers with the distribution of the services and activities. It is essential for the employees to give effective communication skills that will help to provide knowledge about any arising challenge or conflict in the company (Olimovich, Bakhtiyorovich and Salimovna, 2020). Therefore, communication helps to acknowledge efficiency in the services where hotel guests are enable to talk about the services and experiences in the operation management. The stronger communication skills in the hotels are essential for the management of role in customer-facing processes that are especially important for the management of the tourism industry. The process implements the success of a business within the sector that is dependent on the ability to implement efficiency in the customer service.
The employees and workers in hotel are responsible to the provision of effective communication with considering the guests worldwide and understanding the needs with using efficiency in the information and assistance according to the demands and desires (Liu and Liu, 2021). The visitors are considered as unfamiliar in the visiting area that it is also important for the management of tourism professionals and implementing the clear and concise manners for the completion of the relate work in the desired tasks. There are several benefits in which the employees may become capable of creating stronger relationships with the guests with achieving positive reviews for the business management. The employees use communication skills in order to manage difficult situations with the consideration of the guest complaints. There must be some better understanding of the desires and needs of staff members to become effective in the management system. The positive working environment helps to attract employees towards effectiveness and efficiency (Huo et al., 2021). 

	
Element 4 - Staffing 


	Staffing is considered as a hiring process that is used by the hotel management in order to select accurate and appropriate workforce for the completion of business management in the efficient manner. The HR management of hotel is responsible to manage the process of recruitment and selection with implementing effective policies for hiring of the skilled and professional staff in every department (Shin, Perdue and Kang, 2019). There are different procedures applied by the hospitality industry while hiring the employees in which the most common is interview method. It seems that the selected candidates are called for an interview where they are asked about the experience, qualification, strengths and weaknesses towards work, and ability to perform daily activities as well. The skills and abilities in the candidates are considered as essential to get a desired position in a hotel (Mankame, 2020). 
Human activities are performed in the staffing management. The operating managers are considered as specialist in the services to staff department. Line departments are considered as directly involved with using the chain of command. For example, the services of front-office are considered as responsible for the management of revenues and using front-office for different sections (Rawal et al., 2020). The process helps in providing sale of rooms for accommodation and services for the lodged guests. The staff members are hired according to their skilled and expertise and offer them position on the demands. There are differences in the services where the job description is provided with the advertisement to define information and selecting an appropriate candidate (Petrea et al. 2020). The staffing is considered as essential process that is used by the HR and executive members in the hotel industry. It seems successful while implementing greater resources and providing all relevant information before selection of the employees. 
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