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Yustina Erti Pravitasmara Dewi - the Department of Economics at the University of Bhayangkara in Surabaya, Indonesia, and the University of Kristen Satya Wacana in Salatiga, Indonesia, respectively, with a BA in Management and a Master's in Management.
She is presently a doctoral applicant in human resources management at Universitas Kristen Satya Wacana's Faculty of Economics and Business.
 HRM, tourism, and skill mismatches are some of her areas of interest.
I wanted to start and present Mrs Yustina Erti Pravitasmara Dewi because she is a research interest and teacher in Mismach skiill, Development skill and Human research Manager. In England are so many cultures that they embrace in time, and I believe after an amazing experience at Hotel Delta by Mariott in Nottingham thanks to the University of Wales Trinity Saint David from Wales and to my tutor Lola Vilard that she sends me to this hotel for a work placement in year one of my study , and I observed there why it is important to learn and develop as many skills as we want or need for a better expression in work. I discovered while I was in the front desk that I have soft skills and I managed him quite well. The manager and the staff there was friendly and calm to explain and teach me their system. Of course, we had too many tasks to complete everyday like answering emails prepare the daily reservation for the guest room and bookings that day includes sometimes discounts that you need to be applying them in the system and some of the breakfast lunch or dinner reservation. It is not easy when you are new in this position of work but if you start two knew it better, I quite enjoy it because I love technology and with a proper education and a lot of learning development skills every task will be successful resolved. We had a situation when the guests have come to check in and we could not find the reservation, and it was frustrating for everyone. After 15 – 20 minutes with the help from our manager and guests we manage to find the guest reservation, and in here I will like to share that my colleague is from Kenia and the guests from Indonesia and it was a miss understanding about the name of the reservation, the guest forgot that his partner made the reservation, and because they were married for a short time in his partner application the Surname wasn’t changed. Usually, the check in process takes maximum to 5 – 8 min and because it took a little bit longer to make the check in everyone were relief after we sorted out and happy. This sort of problems can be every day but after you gain experience you develop skills and resolve every problem that you may have in the future more quickly and even it is hard and frustrating some time the guest cannot feel and with a proper professionalism and attitude you can be successful at your job. Professional development is crucial for the competitiveness of hospitality businesses (Herman, 2015).
To strengthen the human capital of tourism organisations, rapid change and uncertainty call for innovative leadership approaches.
In actuality, the contemporary paradigm for leadership needs to consider collective leadership, agility, and individual characteristics (skills, behaviours, knowledge, and style) (Armstrong 2017).
Moreover, given that the tourist sector is increasingly reliant on digital transformation and unpredictability, the indicated blend of soft and hard capabilities is crucial (Strietska-Ilina and Tessaring. 2005).
In the not-too-distant past, organisations valued experts' technical talents exclusively.
Due to the dynamic and inherently unpredictable nature of the activity, this is no longer the case, especially for tourism organisations, which is why there is a demand for professionals possessing social and behavioural abilities such as empathy, communication, emotional intelligence, a positive outlook, problem-solving, time management, teamwork, and flexibility (Strietska-Ilina and Tessaring, 2005).
In this line, it is crucial to determine if employees in the tourist sector have the skills necessary to absorb and adjust to the recent (and forthcoming) disruptive events that have an impact on businesses and destinations.
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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?


	
Preparing reservations
	The Assistant Manager will maintain a calm and friendly welcome.
	There are many other solutions but the most important is to know that if it is a complain you can address to the supervisor manager.
	When all staff or trained properly.

	

Answering email.
	When the manager is not at work all the emails are transfer to our department.
	Thanks to the technology we can resolve problems and everyday task more quickly.
	Important is that when the manager is calling sick to redirect all his emails to the hotel.

	
Attitude

	With a workable solution from the assistant Manager and whit a great attitude you can resolve more then 90% of the problems.
	It is important for all the hotels to ensure a great attitude for them guests.
	After a good evaluation before the employees start working in the reception.

	
Resolving complaining

	The front desk it is responsible to answer and resolve all the complains if the Manager is not at work.
	Answering the complaint that guest put on website it important and helpful at the same time for hotel reputation.
	After all complains are resolved the assistant manager can find a way to prevent more.

	Provide for every guest a COVID – 19 tests


	Making sure we have enough test for all the guests.
	We need to prevent spreading the virus.
	Making sure the suppliers provide enough test for everyday staff and guests.



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)


	
“Even though keeping up with the modern developments in IT sector is crucial for the success and competitiveness of a hotel, it is usually very hard for new technologies to be accepted and implemented...” (Mustafa G. 2015)
The best property management system for your hotel will rely on several factors, some of which are personal preferences but most of which are property specific.
The key personas identified by HTR below are based on shared property traits that usually point to similar product preferences:
- Frequently Suggest Cloudbeds
- Most Excellent HT Cloudbeds
- For Inns and bed and breakfasts
- For luxury hotel
- For resorts.
Or PMS is a software that helps with reservation management and administrative tasks a modern PMS is like a single command centre for managing all essential functions from sending booking confirmations to issuing keycards and reporting on basic APIs the software may include a few or many functional components aka modules which modules the PMS consists of and what functions each component has depends on the vendor a hotel's custom system or a combination of commercial and custom tools a Thunder may develop solutions for properties of different sizes and types and the number of modules will depend on their needs and operations but there are some modules every property management system has these modules can be grouped into three categories reservation and distribution in stay experience and back office.
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Element 2 – Hotel reputation


	“.... In this digital environment, tourists share their travel experiences, impressions, emotions, special moments, and opinions about an assortment of tourist services like hotels, restaurants, airlines...” (Ramos 2019)

When making selections during the preparation phase for a trip, tourists typically use social media to get information about a product or destination.
Tourists express their travel stories, perceptions, feelings, memorable experiences, and opinions regarding a variety of tourist services in this digital environment, including hotels, restaurants, airlines, and car rental agencies, all of which help to build a destination's online image.
The Handbook of Research on Social Media Applications for the Tourism and Hospitality Sector is a key reference volume that offers crucial theoretical frameworks and the most innovative empirical research results on online social media in the travel and tourism sector.
This journal examines user-generated content while spotlighting subjects such as e-business, mobile marketing, and smart tourism content and mobile strategy techniques.
Tour planners, travel agents, restaurant owners, hotel management, tour directors, business owners, social media analysts, managers, industry experts, academics, researchers, and students are the target audience for this book. (Celia M. 2019)






	
Element 3 - Communication 


	



Communication's function in the hotel sector.
A crucial aspect of the hospitality sector is communication.
Effective communication is crucial to the success of any hospitality business, whether it is interacting with customers to ensure their contentment or planning with staff to deliver first-rate service.
The hospitality sector places a premium on effective communication skills since they can be used to establish relationships with visitors, settle disputes, and improve visitors' experiences in general.
It is easier to avoid misconceptions and miscommunications that could interrupt the operation's flow when communication is clear and succinct.
After my experience at the hotel, I understand why it is so important to develop the communication skills. For all, a company's success in this industry frequently rests on its capacity to deliver top-notch customer service. Employees in the hospitality industry need to be able to interact with people from all over the world, comprehend their needs, and give them the information and support they need. It is crucial for tourism experts to be able to give clear and succinct directions because guests are usually unfamiliar with the place they are visiting. These are a few advantages of communicating well in the hospitality sector. For instance, you will make a statement while applying for your ideal hospitality position, possess the ability to establish lasting relationships with visitors and obtain their return business. Be more prepared to handle challenging situations and customer concerns. Become more adept at managing your workforce and possess a greater awareness of their needs. Be able to instil confidence in your team and foster a healthy work atmosphere. 


	
Element 4 - Staffing 


	
The key to a successful hotel is its staff.
It is more significant than guests and more difficult to locate.
Employers must possess the skills of empathy, time management, multitasking, excellent leadership, attention to detail, excellent communication, industry knowledge, exceptional customer service, and economic management.
All these abilities are easier to acquire in the twenty centuries following numerous studies, but when Covid-19 arrived, everyone needed to be present and comprehend why and how it is crucial to stop the spread of this virus.
“The hospitality industry was particularly affected by the COVID-19 pandemic, and the hotels that managed to stay in business are striving to remain competitive” (Magalhaes 2021)
The COVID-19 epidemic had a particularly negative impact on the hospitality sector, and the hotels that were able to stay open are working hard to maintain their position in the market.
Along with the obvious economic effects on the sector, this circumstance puts further pressure on hotel staff members' skills because it not only resulted in a sharp decline in demand but also a change in the demands and expectations of the remaining customers.
In this situation, hotels must not only deliver exceptional services but also learn from the experience and adjust to give a flexible, safe, and pleasurable experience for their guests.
The significance of skills like multilingualism, computer literacy, communication, interpersonal connections, conflict management, teamwork, and flexibility are brought out by this. these findings also demonstrate that statistically significant disparities between workers with higher education degrees and those without are only apparent in the case of language competencies.
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