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The hotel front desk is one of the major parts of any particular hotel. The person who is related to the front desk services is required to perform certain duties. In this case, I also need a certain skill set to fit at the front desk of any particular hotel. First of all, I need a professional appearance. The front desk members are the people who meet the hotel guests first. In this case, if the appearance is not professional, the hotel guests may not take it well (Harrington, 2019). Therefore, it is necessary to maintain a professional appearance for the front desk member. Another skill that I required at the front desk is the skill of multiple languages. At the front desk, people may come from all over the world and the front desk members need to deal with all the people who come to take the hotel services. If the front desk members do not understand the language well, it will be difficult for them to serve the guests accordingly (Giacomel & Raveleau, 2020). On the other hand, if the front desk members understand the language of the guests, it will be easier for them to make a good understanding. Therefore, ensuring the multiple language skill for the front desk manager is necessary. 
Again, as a front desk member, I need to have problem-solving skills. At the front desk, there may arise several issues and challenges that the front desk members need to handle. Though the larger issues of the hotel are mostly handled by the management bodies, the minor and general issues that occurred regularly are required to solve by the front desk members (Amor, 2017). In this case, if the front desk members cannot solve those issues and provide a good decision for the solution to that issue, it will be difficult for the organisations to maintain a calm environment. Therefore, I will need front problem-solving skills. Then, I will need the ability to calm down. At the front desk, there may arise several issues and pressure situations. In those cases, the front desk members need to manage their temper so that the guests can receive calm behaviour. If the front desk members do not show good behaviour with them, it will be difficult for the hotels to maintain different things (Robbers, 2018). In this case, the front desk members must have the ability to stay calm. On the other hand, if the front desk members do not remain calm while dealing with different things, it will be witnessed that the hotel guests are not fully satisfied with the services that are provided by the hotel. 
Further, front desk managers need to have interpersonal skills to manage hotel activities. Here, the front desk members require to talk with the hotel guests at the time of check-in. Again, they need to talk with the guests at the time of the booking of the hotel room. While the guests will try to ask for their required services, they will talk with the front desk members. In this case, if the front desk members cannot talk and make strong communication with the guests then it will be difficult for them to manage the customer relationship (Chan, 2018). Therefore, I will need interpersonal skills while managing the activities of the front desk office. The front desk members also need to communicate with the hotel management to convey the day information that has happened within the hotel. This is necessary to make certain plans and activities for the hotel. In this case, people who do not have good interpersonal skills will have to suffer in the front desk office. Furthermore, front desk managers also need to have computer literacy. The front desk members need to deal with different information about the members of the hotel. Here, the informational activities are required to handle through the computerised process. Therefore, computer literacy is necessary for front desk managers. Again, time management skill is also required in this case (Acerbi & Rossi, 2022). As a front desk member, I will have to deal with several activities with different departments and customers of the hotel. So, if I do not handle the time well, it will be difficult for me to manage the hotel activities. 
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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 a quick resolution of this scenario in the future?

	To ensure that the hotel is represented well, I will make sure that the people who are connected with dealing with the front desk members are having interpersonal skills. Here, interpersonal skills will make sure that we are communicating with the guests well.
	To run the operation smoothly, I will ensure proper communication among the members of the hotel so that everyone can share their ideas and the activities that are happening within the hotel. 
	Through the plan, I will be capable of coordinating the members of the hotel effectively. This means all the members of the hotel will be engaging together to obtain the hotel's success (Davidson, 2020). 
	If the hotel manager is absent and I will have to deal with problem-solving matters, I will maintain certain things. If the guest starts negotiating about a certain thing, then I will ensure a quick response team so that the guests can be treated well. In this case, all the issues of the guests will be solved in time. 

	Another thing that is required to maintain for representing the hotel well to the guests is maintaining time. Sometimes, the guests may ask for a certain service and, in this case, if they are not provided with services in time, it will be difficult for me to represent the hotel to the guests well.  
	Further, I will work for maintaining the hotel environment professionally. A proper environment of the hotel can certainly ensure the job is done (Greenstone & Leviton, 2019). To run the operation smoothly, a friendly work environment will work well. 
	Through the activities that I have planned, I will be capable of managing departmental activities. Their production and operation will be fully monitored and therefore, their effectiveness will be ensured and they will be able to serve the products to the guests in time.
	If any issues occur between the production of different departments, I will make sure that I have appointed a particular employee for monitoring the activities of different departments so that the issues or challenges that can be occurred are easily solved (Farr & Shatkin, 2019).

	Further, I will work for the subordinates of the hotel. Most of the communication of the hotel is done with the hotel subordinates and in this case, I will need to manage the subordinates well to represent the hotel best.
	Then, I will separate the roles and responsibilities of the members of the hotel. Everyone has certain job roles and therefore, it is necessary to distribute the job roles appropriately (Iacobucci, 2016). 
	As I will look for departmental activities, my monitoring will ensure the inter-department relationship. Here, I will be capable of managing different products and services among different departments of the hotel.
	If any issues occurred between the departments while setting the connection and coordination, I will appoint myself as the monitor so that I can deal with that department well and I can provide some guidelines.

	Coordinating the departments of the hotel is also necessary to maintain for representing the hotel well. If I do not maintain good coordination with different departments, it will be difficult for me to maintain and represent the hotel well.
	After distinguishing the roles and responsibilities of the guests, I will maintain some general guidelines for my activities too so that I can work on maintaining proper principles.
	Through the efforts that I will be showing to the hotel, I will be capable of bringing some basic guidelines that will guide the hotel members in certain goal achievements (McKinney, 2018).
	Another issue that can occur within the hotel is that the hotel members may not follow the schedule in this case, I will make a routine for the hotel members and I will strictly apply that routine. 

	Again, I will work for presenting the hotel front desk formally. Most of the guests like the hotel front desk in a formal manner (Roggers, 2019). 
	Then, I will look at the activities of different departments. Here, the food and beverage department, for example, requires proper guidelines.
	All the activities of the hotel will be served to the guests following a certain time because I will provide attention to time management.
	Further, there may arise issues related to food distribution. Therefore, I will appoint a supervisor to the food distribution sector.
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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)

	Certain things should be managed in the property management systems or PMS. Among them, reservation management is one of the core things that should be ensured in PMS. The hotel guests call for a reservation and, in this case, if they are not given proper importance the guests may reject the reservations. Further, front desk operation is one of the major things that should be taken care of in PMS. Here, the front desk managers are responsible for a lot of things. Among them maintaining customer service, dealing with customers, building communication with the hotel management team and some other things are also applicable in this case (Tourish & Hargie, 2019). Therefore, the front desk should be handled appropriately so that the management of the hotel activities can be made easier. Another thing that hotel managers should be careful of while dealing with the PMS is building a mobile application. The current competitive market of the hotel business requires proper information about the hotel and a quick response time by the hotel administration to the feedback made by the consumers. In this case, building a mobile application is necessary. If the hotel managers can work on this and can build a mobile application to maintain all these things, it will be easier for the hotels to deal with the consumers and meet their demands of consumers. 
Again, housekeeping management is also an element of the PMS. Here, the hotel business requires proper housekeeping activities. The hotel guests always ask for cleanliness and hygiene and therefore, it is the responsibility of the hotel managers to ensure proper housekeeping for the hotel (Bardi, 2017). The hotel managers should ensure enough men power in this field so that hygiene can be maintained within the hotel. Further, maintenance management is another task that must be ensured in PMS. The maintenance section of the hotel, there requires equipment maintenance, the furniture maintenance and other activities. The maintenance activities must be carried out with proper care. Here, if the maintenance activities are not done well, the hotels may have to witness a huge cost at a time (Burstein, 2018).

	
Element 2 – Hotel Reputation


	Hotel reputation is mainly the brand recognition and brand loyalty of a particular hotel. If a particular hotel can ensure brand loyalty and can make the hotel recognised by the people of society, it will be easier for that person to ensure the hotel's reputation. Certain things can be done to maintain the hotel's reputation. The first thing that should be ensured in this case is ensuring passion and purpose. Hotels that do not have enough passion and that do not have certain purposes will never be able to hold the hotel’s reputation (Capatina & Schin, 2017). For example, the passion towards maintaining a hotel reputation can drive hotel managers put extra hours into the hotel activities and make the work done. Again, the purpose of the hotel can also make guidelines and show directions to the members of the hotel to maintain a good reputation for the hotel. Therefore, ensuring purpose and passion for the hotel is necessary. Again, a long-term marketing plan can also create an impact on this factor. Here, hotel managers should be careful about this factor. Ensuring long terms marketing plan is not an easy task. A long-term marketing plan also requires the presence of the highest effectiveness in the hotel service. If the current guests of the hotels are not satisfied with the services, they will provide some negative reviews and they will be able to represent the hotel negatively to other members of the market (Smith, 2018). Therefore, to ensure a long-term marketing strategy, it is necessary to maintain the hotel service properly. 
Ensuring an audit of the hotel’s operation is necessary to maintain the hotel’s reputation. While the audit is ensured within the hotel, the members of the hotel become more effective and they start ensuring accountability for making the work done. In this case, ensuring the audit is necessary. Furthermore, ensuring the audit will also make sure that all the faulty behaviour is caught within the hotel. Again, ensuring a social media presence is necessary for hotel businesses (Casteleyn & Webb, 2018). The social media presence of a particular hotel can reach a wider range of people and in this case, spreading information about the hotel services can be made easier. The hotels can post about the services they offer through the media and can make some genuine effects to obtain the hotel’s reputation of the firms. 

	
Element 3 - Communication 

	Communication is big deal for a hotel business. Hotels that cannot make a good interpersonal relationship with the consumers and cannot communicate with them to provide the required services, cannot serve in the competitive hotel market (Mogelonsky, 2020). The hotel businesses are now focusing on communication so that they can actively make a relationship with the consumers and can contribute to their services. Certain things must be ensured in the hotel business to ensure communication effectively. The first thing that should be ensured in the communication is that the communication must be clear. If the communication that is made by the people is not clear, it will not be understood by the hotel guests and therefore, it should be clear. Then, the communication should be concise. Long sentences or unnecessary information about the hotels can make communication inappropriate (Deakin, 2020). Here, the communication should always be concise so that the hotel guests can easily catch the topics and core values of the communication. The message should be easily conveyed to the hotel guests.  
The communication should be concrete. Concrete information is well-liked by the hotel guests. Here, if the guests find that the information that is shared with them is not concrete, it will be difficult for the hotels to make the communication effective. Therefore, information should be concrete. Further, the information should be complete. All the queries by the hotel guests should be answered through communication. If any information is left, the communication will not be effective (Merrick, 2019). In this case, the person who is connected with the communication should be careful about sharing the information. Here, if the information is not shared fully, the guests may ask for more queries that will be time-consuming. Then, throughout the communication process, the hotel staff should show proper courtesy. 

	
Element 4 - Staffing 


	The staffing of the hotel members is an important task as the services of the hotel will be given to the hotel guests through the staff members. Therefore, the staffing process should follow some general guidelines. The first thing that should be ensured in this case, is planning. Randomly recruiting hotel staff will not bring success to the hotels (Johnson & Sherman, 2020). Rather, proper planning can deliver a good service to the hotels and can also ensure that the services of the hotel are provided to the hotel’s guests appropriately. After the planning, the recruitment and selection process will be applied within the hotel. In the recruitment and selection process, the hotel staff will be recruited based on the skills and requirements needed in the hotel (Deng & Lee, 2019). The most competitive candidates will get the highest priority from the hotels to generate the best workforce for the hotel. 
After the selection, the members of the hotels should get a training program. This training program of the hotel will ensure that the hotel members of a particular hotel are properly prepared for providing different hotel services. Here, some basic skills that will be required to provide the best services to the hotel guests will be trained through the training program of the hotel (Finan, 2018). After the training program, the performance operation procedure will be implemented. In this stage of the staffing, the hotel members will be monitored and some guidance will be given to them. Through this process, the hotel staff will be capable of providing the best services to the hotels and will also ensure the highest customer satisfaction for the hotels. 
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