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I have found that the front desk in the hotel industry is a very important job position that is necessary to provide a warm welcome to guests. Bardi (2010) has proposed that the front desk in the hotel is necessary to greet customers and solve their doubts as well. In that case, strong verbal communication skills are required to interact with customers. I have worked at the front desk of a hotel and I have seen that clear communication helps to develop a trustable relationship with customers. Through clear communication, I can solve any kind of workplace conflict and can modify hotel services based on the customer's requirements. Apart from that, I have seen that clear communication skill at the front desk is required to gather customers’ feedback which is essential to modify services as well as a business strategy.  I have noticed that active listening skill is also necessary for working at the front desk of the hotel industry. Through this skill, I can understand guests’ needs and can provide services based on their requirements easily. In the words of Corgel et al. (2011), active listening skills in the hotel industry is necessary to foster mutual trust and allow customers to enjoy quality time as per their needs in a significant way. As an example, Premier Inn is a reputed hotel in the UK where I have seen that the front desk staff has strong communication and active listening skills to deliver quality services to customers and build a strong bonding with them. Apart from that, I have noticed that strong technical skill is also necessary as I must manage online bookings and check for the bookings for customers. At the front desk, I took online bookings and executed online payments also. Therefore, in that case, I have realised that strong technical skills are also required. Problem-solving skills are also necessary in the hotel industry for front desk employees. Alexakis and Jiang (2019) have claimed that problem-solving skill is necessary to identify the problems guests are having and develop the required action plan to solve the identified issues as quickly as possible. However, I have found that through problem-solving skills I can maintain guests’ satisfaction by understanding their perspectives. Along with that, I understood that in the hotel industry, this skill is also necessary to make quick decisions based on the situation. The front desk in the hotel industry plays an important role to offer quality services within a very short period and avoid organisational errors in a significant way. Zhang et al. (2021) have proved that the front desk staff of the hotel industry needs to serve their services to a diverse customer base. I have also served quality services to a diverse customer base. I have seen that in hotels which have a strong international presence, the front desk staff needs to maintain a strong ability to manage a diverse customer base. Concrete knowledge of multi-culture and languages needs to have in front desk staff of the hotel sectors. In this way, a front desk can serve quality services to many customers at a time. Apart from that, by working as a front desk employee in the hotel sector I have analysed that, I need to treat my customers with respect and must give them equal opportunity to enjoy quality services in a significant way. This approach can help the hotel sector to maintain a strong international presence in the competitive business world. Wang et al. (2021) have claimed that customer satisfaction plays an essential role in the hospitality industry to increase its market share and build a good image globally. I have gathered many practical as well as professional experiences by working in a hotel as a front desk employee and in that case, my communication skill, and active listening skill were good. My technical skill and taking decisions based on the scenario were not good enough so I decided to improve as quickly as possible. In this way, I think I can execute my job responsibilities in the hotel sector as a front desk in future. I have noticed that, in other hotel industries, the front desk employees maintain these skills to allow customers to experience quality services. I know that in managing a diverse customer base I must have strong active listening skills by which I can understand their perspectives and can offer quality services based on their requirements. Along with that, through my strong problem-solving ability, I can make quick decisions based on the situation to avoid any conflicts. 
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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 check the currency bookings of the upcoming guests in the initial stage. Then I will communicate with my existing guests to be sure whether they are facing any troubles or not. If any new guests arrive, I am going to communicate with them to understand their perspectives and will serve services based on their needs. Hammer (2016) has claimed that front desk employees are responsible to maintain guest satisfaction and increase brand value in the competitive business market. I will divide all organisational tasks among my employees to make sure that they are ready to serve quality service to customers. I will offer a warm welcome to guests and I am going to maintain transparency among guests. At the same time, I will motivate my other peers to complete their tasks on time. I will communicate with existing guests by telephone to take orders regarding breakfast, lunch, and dinner. In that case, I will ensure that other employees do the same to offer quality services to guests. In this way, I think I can ensure that the hotel is represented to guests and I know it is very essential to make guests comfortable in the hotel. 


	Firstly, I will apply my clear communication skill to interact with guests and I will ask them about their requirements. I will treat my guests with respect and I will maintain positive body language while communicating or greeting guests. I will take feedback from guests after serving any services and I will customise hotel services based on the guests’ requirements. Thus, I think the entire business operation as a front desk employee will run smoothly. According to Solomon (2018), gathering customer feedback is necessary for front desk staff in hotels to analyse their satisfaction rate effectively. As in the hotel industry, guests of many cultural backgrounds come to the hotel so the front desk staff need to support diversity and treat every customer with respect. I will do the same to treat every customer with respect and will serve services based on their requirements. In this way, I think the entire operation will go smoothly in my shift.

	I know that, in the hotel industry, as a front desk employee greeting customers and understanding their importance is necessary to run the organisational activities smoothly. In the words of Tesone (2015), checking bookings and giving available rooms to customers without fail is the essential job responsibility of the front desk employee in the hotel industry. I think my plan will go well because through clear communication I can understand customers’ needs and provide services according to this. This can make them comfortable and satisfied as well. Apart from that, I think that treating diverse guests with respect can enhance the brand value. Along with that, the customers can openly discuss their requirements with me and I can develop a friendly relationship with them. Thus, I think that my plan will be effective to execute my organisational activities smoothly. Additionally, I will divide all organisational tasks among the employees to avoid conflict situations and run the business activities very smoothly. All these approaches can help me to accomplish my tasks smoothly and can maintain customer satisfaction as a front desk employee in the hotel during the manager's absence.

	I know that a contingency plan is necessary to avoid any business risk factors and avoid any unexpected incidents in a significant way. As a contingency plan, I will divide every business activity among the employees by mentioning the time. In this way, I think all tasks will be completed on time and that can easily avoid any complex situation at the workplace. Apart from that, I will monitor all the tasks constantly to check whether the work has been accomplished successfully or not. I will also gather customers' feedback to know their needs and analyse their satisfaction rate. In this way, I think I can avoid risk in the mentioned scenario. I have found that time management ability is also necessary to execute all organisational activity on time and avoid business errors. Yuldashev and Radjabov (2022) have claimed that time management ability is necessary to avoid work pressure as well as any unexpected damage at the workplace to some extent. Therefore, my contingency plan can be effective to execute business activities smoothly. I will influence all my staff to follow this contingency plan to make their job easy and conduct their work as quickly as possible. 




“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)


	
PMS is a very useful application that helps an organisation operate all organisational activities of the hospitality industry. Popovic et al. (2019) have proved that PMS is necessary for the hotel to manage the front desk operations. This software is also very useful for tracking booking for hotels and securing customer as well as business data effectively. Therefore, most hotels globally use this software. Apart from that, the mentioned software is also very useful to enhance the guest experience as it also tracks customers’ demand and modifies the hotel services based on their requirements. On the other hand, Shin et al. (2019) have argued that there are different PMS present in the hotel such as Cloud-based, Front Desk Systems and Web Booking Engine Software. This software is generally used to track customers' online bookings and generate online invoices after visiting the hotel. The employees of the hotel front desk can divide their tasks based on their strengths through the mentioned software. In this way, PMS also helps in increasing employee productivity to some extent. Besides, PMS is also important for increasing housekeeping efficiency because the employees of the housekeeping department can get to know their roles and responsibilities. In the words of Guillet (2020), PMS is also essential software for hospitality management because it helps to promote its services to many customers at a time. Through PMS a hotel can enhance its brand value as well as can attract many customers within a short period. 


	
Element 2 – Hotel reputation


	Hotel reputation management is known as monitoring as well as influencing how the hotel is perceived online. This involves customer reviews, business advertisements and posting as well as engaging their brand in social media. As per the viewpoint of Mohammad Shafiee and Tabaeeian (2022), globally customers check hotel reviews and check hotels' official websites to know about the services as well as customer experience. This aspect is known as the hotel's reputation. A hotel's reputation is necessary to attract customers nationally as well as internationally. Through customer reviews, hotels can get to know old customers' perspectives regarding their services which is necessary to attract many new customers also. In this way, a hotel can increase its business revenue and can get competitive advantages. On the other hand, Lai (2019) has stated that a hotel's reputation can be enhanced by posting different pictures and videos on the official websites of the hotels. Thus, customers can experience virtual aspects of a hotel that influence them in booking the hotel. A satisfied customer base is essential to increase brand value and get competitive advantages effectively. Hotel reputation is also known as digital marketing where customers can share their valuable feedback and can communicate with the staff of the hotels. Indirectly, a hotel's reputation depends on developing a trustworthy relationship with customers. Therefore, from the above discussion, it can be stated that a hotel's reputation is very essential to get competitive advantages and gathering customers' valuable feedback. This approach is necessary to attract many more customers domestically as well as internationally successfully. 


	
Element 3 - Communication 


	
This is the key aspect that helps hotels to manage an efficient employee base and satisfied customer base. There are two types of communication generally used such as verbal and written communication. Verbal communication is necessary for the hotel industry to interact with customers as well as employees. Written communication is necessary at the workplace to share roles and responsibilities with employees. As per the study by Sonnenschein and Ferguson (2020), written communication is also necessary to understand a person's interests or feelings who are not present in the same location. Therefore, these two types of communication are generally used in the hotel industry to communicate with employees and take feedback from customers. On the contrary, Tusell-Rey et al. (2021) have claimed that verbal communication is vital to appreciate employees, motivating them and sharing roles and responsibilities at the workplace. Through clear verbal communication hotel staff can solve customers’ doubts and can understand their perspectives to some extent. Clear communication promotes team working and engages customers with the organisation for a long time (Shen et al., 2020). In this way, the hotel industry can develop a strong employee base who can work dedicatedly to achieve business objectives. Apart from that, workplace conflicts can be avoided through clear communication that fosters an inclusive work environment in a significant way. Therefore, from the above discussion, it can be stated that communication plays an important role in internal business growth and can engage or motivate employees for better production. At the same time, through clear verbal and written communication hotels can gather customers’ feedback and can modify business strategy based on the customer demand. 


	
Element 4 - Staffing 


	This condition refers to the hiring of talented employees at the workplace. Through a clear staffing strategy, hotels can hire potential as well as skilled employees who can work dedicatedly to achieve business goals and can increase business productivity. In the words of Nikolskaya et al. (2019), staffing in the hotel industry is not only necessary to increase business productivity but also to enhance brand value. The low employee turnover rate in the organisation can maintain goodwill in the competitive business which can attract many new staff nationally and internationally. Apart from that, staffing in the organisation is very essential to run business activities smoothly and avoid any kind of business uncertainty. On the other hand, Miah and Intan Adha Hafit (2020) have proved that staffing can be developed by giving proper employee development training to improve professional skills and knowledge to offer quality services to customers effectively. In that aspect, the hotel industry focuses on developing a diverse staff vase where multilingual employees and different cultural backgrounds employees’ work. This staffing approach helps organisations to expand business globally and attract global customers. This approach is beneficial to enhance business revenue as well as market share in the hospitality industry significantly. Hence, every hotel industry needs to give importance to its staffing system to get competitive advantages.
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