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)

In view of Egan and Haynes (2019), the Property Management System is an
operating system of the hotel that aims at providing a centralized system that is
beneficial to organize and schedule the day-to-day tasks of the business. These
involve daily accommodation and transaction facilities. In other words, it is software
that helps the front-desk officers to perform their functions well and provide
convenience in the administrative and management tasks. Amongst the several key
elements of the PMS system, a major focus is on the automation of the task and
responsibilities that are mainly concerned with the front desk officer. Moreover,
Popovic et al. (2019) provided that the PMS system helps generate a multifunctional
front desk and makes workflow management and control easier and more convenient.
Its exceptional key features and elements have also reduced the workplace burden
on the employees. Since employees are the frontline in the hotel industry who works
to deliver services to the customer, therefore, with the aid of PMS, employee
engagement and productivity are also enhanced. The data security has also become
high, which serves as a basic requirement for the hotel and ensures that revenue
Management is elevated. In addition to this, with the aid of data security, the hotel is
able to manage customer data more accurately, which allows for building a
trustworthy relationship and also yields better customer outcomes. Another greater
element of the PMS system is its ability to remember and capture guest information
which makes it beneficial to appeal to and satisfy repeat customers (Cain et al.,
2019).

Element 2 – Hotel reputation

For any hotel operating in the hospitality industry, it is important to boost and manage
the reputation of the business to ensure that a trusting relationship is developed with
the customers. It is a crucial way to nurture and enhance client relations and incur a
positive perception of the hotel brand. Lai (2019) provided that a positive hotel
reputation is largely associated with increasing sales which maximizes the hotel
revenue. The location of the hotel serves as a vital element that affects the brand
image. A vital and mesmerizing location is likely to have a positive impact on the
customer and will also serve as an appealing feature. In addition to this, the hotel’s
reputation is also affected by the focus on marketing. Marketing is essential to boost
the hotel’s reputation and maintain an online presence. The efforts on marketing are
made in order to ensure that positive online reviews are secured by the brand, which
is likely to attract other travelers looking for a remarkable location for their travel
[bookmark: _GoBack]stays. To further have an account of the online presence, social media monitoring is
also an essential element that helps maintain an online reputation. This is essential to
stay ahead of the competing forces and establish a satisfied customer base
(González-Rodríguez et al., 2019). Additionally, the hotels also maintain their
reputation by focusing on quicker and more reliable services offered to the customer.
This is meant to ensure that the customer are in awe of the hotel services and creates
a positive word of mouth when they leave the hotel.

Element 3 - Communication

In the hotel industry, the focus on communication is vital as it helps to please the
guests and create a positive brand impression. In addition to this, several key
elements are liable to be focused on when communicating with guests in the hotel
industry. Krizanova et al. (2019) provided that it is important for the front-desk officer

to present themselves with a warm smile to serve the guests. A warm welcome is
always favourable and accounts for generating a positive impression on the guest. It
is also important to make use of simple and convenient language that is easy to
understand and helps guests be clear about their decision to book the hotel. Also, the
use of body language needs to be focused as it makes the communication interactive
and assists in indulging the guests well. Besides this, Jhaiyanuntana and Nomnian
(2020) provided that based on the elements of communication, the focus on active
listening is also an important element as it makes the guest feel a bit more valued and
respected. Moreover, the customer paying a premium price also owns the right to be
heard carefully and can demand a personalized service. Therefore, ensuring active
listening and making use of a relaxed tone and stance is particularly beneficial for the
hotel industry and allows it to resolve conflicts and deliver beneficial outcomes.
Additionally, empathy is also particularly important when discussing the elements of
communication. Thus, when communicating with clients, empathy in conversation
must be maintained (Reza et al., 2020).

Element 4 - Staffing

Srivastava and Kumar (2021) described staffing as the process of choosing the right
set of individuals that holds the capability and competency to match their attributes
With the job requirements. The focus of staffing is mainly on three basic elements;
these include the process of recruitment, which refers to the hiring of new employees
in the hotel. This process is followed by the selection of the right candidate, which is a
significant part of staffing because it includes to judge the candidates based on their
set of skills and to hire them in the correct department according to the needs of the
hotel. The candidate is then passed through training and development that helps
polish their skills and knowledge and prepares them to carry on with the task
effectively. The training sessions given by the hotel to improve the skills of the
employees are ensured to be in the specified field of the employees of the hotel,

which help them in becoming the perfect employee of the hotel who would turn out to
Be an asset for them. The main reason for the process of staffing is that the hotel
Management understands that there exists no perfect candidate. Therefore they
Select the best one and train them to make them perfect (Al-Ma’aitah et al., 2020).
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