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A skill is the ability to perform an action with determined result, it is developed through life and work experience, and it is classified as soft skill or hard skill.
These days most hotel researchers are focusing on increasing customer satisfaction because a happy customer will return and it will increase the popularity at that specific hotel and of course the profitability of the business: “Providing exceptional customer service is no longer a choice or a set of slogans, but rather a necessity forced by the nature of situations and factors in today's corporate world. We just want tourists to return to the hotel or our tourist facility when they experience the services and products of their happiness, and they usually want to repeat the visit” (Wahyanti, Caecilia Tri,2018 p. 1671-1678).
The font desk hotel personnel are the first one who meets and welcome the guests, so communication is an essential skill to interact and to offer the service that meets the customer requirement and expectation. After communication, the professional appearance is a key skill because it is the face of the representation of their brand hotel, and of course guest service is another important skill because “it includes being pleasant and friendly, working efficiently and accurately, solving problems, and doing anything else necessary to ensure a pleasant experience for hotel customers”. (Hcareers, 2021).
Front desk employees needs to have soft skills like: patience (when you deal with a challenging customer), teamwork (to be able to work with other departments), attention to details(when a regular customer has specific requirements and you full fill it in advance), multi-tasking and leadership (ensure the hotel operates correctly and customer gain a positive experience), problem solving(provide solutions to their issues), professionalism (customer facing by company’s brand) (Indeed Editorial Team,2022).
For examples, on resumes a common skill is teamwork and it is appearing on 8.3% of it, guest services on 6,3% of resumes and 22,5% front desk agents will have on their resume reservation on their hard skill because this includes to operate on programs (Zippia,2022).
Hard skills are known as certifications, trainings, and degrees, knowledgeable in IT programs, speaking different languages and are developed through life and work experience.
For example, Premier Inn was offering a job as receptionist in Dubai and as a hard skill they were required for a competent level of IT, strong with numbers, analytically inclined and knowledgeable of more languages (Premier Inn Hotels,2023).
From my point of view, all the hard skills that are acquired from experience or study are not enough if the soft skills are missing. For example, an IT programmer which doesn’t have the ability to work in team cannot work at the front desk because there you always need to support, your team when they need it, and they will support you back as needed. 
Now, even if I have hard skills, I lack the most important soft skill which is confidence in myself. I speak English well but staying at the front desk I feel that my vocabulary is still poor, and I am not confident when I need to speak, check in a customer. Somehow, I am scared that I will say wrong words and the customer will feel bad. I spoke about this problem at my placement with the receptionists, and they encouraged me a lot, they are helping me to be more confident in my English vocabulary and in myself, which is great because they include me in their team, and they offer me lots of support. In the nearer future I know for sure that I will be more confident because I am working hard on it and because they are supporting me, we are practicing a soft skill: teamwork.
The impact of the new technology brings in hospitality new skills requirements as: adaptability (flexible and open mindset), digital skills or emotional intelligence. Skills linked to the technology are essential to provide the customer satisfaction, to make him happy and to create the wow effect.
In conclusion, the key skills required to work at the front desk are soft skills like communication, professionalism, patience, problem solving, multi-tasking, teamwork and hard skills like degrees, trainings, certificates, and combined it make the efficacity of the business to develop, to attract more customers.
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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?


	
I will be a good supervisor and lead by example.

	As a team leader is important for me to receive all the information about the hotel daily activities and special tasks that are down to be made so I can organize the team.
	I was trained as a front desk employee to take responsibility and to lead the team.
I think my plan will be effective because I am a good organizer, and I will communicate continually with the members of staff.
	Unpredictable situation always can happen, and the managers always need to have a back-up plan.
I will inform the managers that they need to have a crises management plan. For example, a Covid situation may break through among the staff and the rest of the people and they need to be ready for any emergency.

	
I will communicate with all the departments about the situation, inform them to contact me back if any problems may arise.

	After I received all the information from staff, I will reassure them that the things will go smoothly, and everything will be alright. I will let them to do their job, I won’t stress them.
	I create a strategy plan and I gave special task for each member of staff so our goals will be accomplished at the end of the day.
	I will train more staff so they will know what to do in this kind of situation.

	

I will be aware about Health and Safety procedures and inform staff to follow the company policy and the regulation.
	I will remind them to be aware of everything, to work hard so we can avoid complaints from guests.
	I remind the staff to be aware about company policies, about the brand standard of the hotel and about Health and Safety Regulation.
	I will make and improve an action plan according to the brand standard, hotel policies and Health & Safety Regulation so I can be more confident in solving any kind of problem.

	Take responsibility for the safety of guests and employees.
Take responsibility to solve any complaints from the guests that may occur during the shift.



	I will show empathy if I see the housekeeping struggling for example, I will give them a hand to finish their rooms.
I will show empathy to the guests, I will apologies, take responsibility, and I will try to fix their complaints.
	I support the team, I helped them where I could help because at the end of the day our goal is to give the guests satisfaction, a good experience in our hotel so they can happily come back.

	

	


	I will keep in touch with all the departments, I will make sure that I ask any feedbacks about any concerns.
If it’s possible, I will keep in touch with the manager and ask for advice.
	
	



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 Property Management Software is an application to handle several operations of hotel, rental properties, residential housing, and other accommodation options. 
“Simply put, a hotel property management software provides a centralized application to perform, schedule, and organize daily operations and transactions involved in a business. As mentioned earlier, it combines various functions of the front and back office to provide you with a centralized software” (Verot, 2021).
Hotel PMS is hotel’s care operating system and the most important function include front desk operation, reservation management, housekeeping, and maintenance management, invoicing and billing, all analysis data.
The objective of a cloud-based PMS is to save time and to give access to a centralised system. A property management system will allow hotel staff to do any paperwork and perform important task efficiently: reservations, room inventory, schedule maintenance, housekeeping. PMS gives real time advantage, it allows hoteliers to coordinate payments, reporting, reservations in a central point of sale.
The benefit of using PMS are operational efficiency, saving time, it is leading to improve customer satisfaction and it is cost saving (reduced manual labour, eliminate the need for expensive hardware and software updates).
“A Property Management System (PMS) provides hoteliers with an integrated software solution that helps them effectively manage their daily operations. Here are some of the common features a Property Management System will have”: booking management(all booking are tracked in real time), front desk management(makes it easy check in/out process, room assignments, guest services, room availability, generate key cards), room assignment and housekeeping(keep track of cleaning schedules, monitor supplies, assign rooms), payment processing(offer flexible payment options: cash, credit cards, business cards), reporting and analytics(average daily rate, revenue per available room, net operating income), property management software integrations(integrate with other software platforms: relationship management systems, accounting software, online travel agents).
A PMS in the hotel is the core operating system and the purpose of it is to make the job easy for the hoteliers, to save time and to increase the customer satisfaction.










	
Element 2 – Hotel reputation


	
Reputation management is the act of ensuring that all the content posted about the hotel online is positive. “In this era, reputation management plays a dominant role in the growth of every industry, especially if you are in the hospitality industry reputation of your hotel is practically your livelihood. According to a study, about 49% of customers demand a minimum four-star rating before choosing a hotel. A single negative comment or bad review can harm a hotel's profit” (Goswami, 2021).
Social media plays a very important role in hotel reputation because the future guests are getting informed from feedbacks, so the reputation management is essential for all hotels to share information, to observe the opinion of customers, to rate and review all the feedbacks.
To keep the hotel reputation at brand standards it is needed continuously reshape (it must be created an appealing website with new photos, the website must be mobile-friendly, it must be kept everything up-date, it must be kept presence on social media platforms).
In the hotel industry, online reputation affects directly the sales volume, and the reputation management helps to secure a competitive advantage. The key to success is to be proactive because the customers will always look for fresh information and feedbacks.
“Common sense dictates that there is a link between guest reviews and revenue performance. Of course, there are many contributing factors, but to watch your Revenue Generation Index increase as your Guest Satisfaction Index increases puts more science into the instinct” (Burr, 2022).





	
Element 3 - Communication 


	“Communication not only eases the process, but also generates a synergy that promotes a better understanding of what you and your team are working to achieve. Also, it facilitates cooperation and helps to develop a sense of belonging that will guarantee that everyone is on the same page and up to the task. Sharing a common vision of the project and its goals with your team is a vital part of the process” (Collazzo, 2020).
Communication is a key element in creating a system between all departments and within the teams of a workplace, but listening is also very important because it is always a good reason that those individuals are in a team with you. They all have specific skill sets, experiences, expertise. Establishing a culture of listening permits the team to learn from each other, to respect each other and ask the right questions (YEC,2018).
Communication in the hotel industry is an important soft skill. “Good communication skills are a learned art and not a natural skill so one should consider training to enhance staff skills. Excellent communication skills enhance guest experience as it conveys that you are listening to your guests, valuing their feedback, and conveying clear messages. Apart from communicating with the guests, your staff ought to know how to write emails. Good communication skills will impress your guests which will further prove beneficial to your hotel business” (Hotelogix, 2014).
Interdepartmental communication is another important skill because it can be avoided any complaints from the guest just by informing all the department teams about what the guest wishes and expecting from the hotel.
In the hotel industry, staff needs to be trained well to communicate with the guests and between departments, the management team needs to listen their employees and together they can improve the customer service and the hotel functions.









	
Element 4 - Staffing 


	Hospitality business in the UK is experiencing challenges in filling vacancies compared with normal expectations for this time of the year. “Industry bodies say one in five workers have left the sector during the coronavirus pandemic, with Covid and Brexit often cited as exacerbating the problem. For staff that have returned to their roles, the so-called "pingdemic" has led to further shortages due to workers being told to isolate by the NHS app” (Race,2021). 
A lot of people from industry changed their careers after covid pandemic because their shifts were unbearable and stressful, and they focused on fixed shifts, well paid and they allocate more time to spend with their families because during the lock down they realised that time spend with family is more important than a job.
In the hotel industry major challenges are continuously changing consumers demands, competition from hotel industry alternative like Airbnb, difficulties with energy management, shortage of trained personnel.
Hotels which don’t have trained personnel will face challenges in service delivering and will loose money and reputation because trained staff improves the business and exceed the guest expectations. 
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