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In the world, the hotel industry may be the oldest commercial business sector. The hotel industry has generous reception and it can entertain all the guests or visitors. The hotel industry is considered to be a service industry which provides various concepts of hospitality. Among those concepts the major concept is Front-Desk and the front desk can deal with various kinds of customers. In the hotel industry, the front office can encourage the guest to continue the hotel operation (Bardi, 2010). Moreover, this is the desk where visitors can greet and check in and check out for the hotel. In this respect, to maintain customer service there are certain skills required for walking into the hotel's front desk and those skills are going to be discussed below. 
Communication skill-
Communication skill is considered to be a process of interaction with individuals along with their environment. Good communication skills are the most essential aspect which allows others to accumulate the required information accurately. It is also helping out to discard the miss understanding and frustration (Dalton et al., 2020). The front desk is handling several kinds of guests and in this respect, effective communication skills are needed which can enhance the guest experience and upgrade the listening capacity. 
On the other hand, with the help of effective communication skills, receptionists can provide valuable feedback and be able to convey clear and concise messages (Corge et al., 2011).In addition to that, in the area of front desk effective communication skills lead to customer loyalty, easily understanding customer perception, empathy, enhancing business and making business more successful. Henceforth, handling customer challenges, customer interaction, and solving all the queries in the front desk area communication is considered to be the major important aspect. 
Multitasking
For the front desk, multitasking is a simultaneous status which can upgrade performance along with productivity. The operating part is considered to be the most important part of the hotel industry and that is why for the front desk multitasking is considered to be the most required part ever. The multitasking capacity is helping out to run the hotel positively and be able to provide a positive experience towards the guest. However, the front desk is juggling multiple phone lines and face-to-face connections with the clients (Theocharis et al., 2019). That is why with the help of multitasking, the front desk can easily handle the client and along with it they can save time also.  Furthermore, the front desk is overweight and overworked with the guest along with the high level of efficiency and in this respect to satisfy the customers and handle every situation multitasking is considered to be an important task for the front desk. 
Prioritising
The Front Desk has dozens of tasks at once and they are dealing with several kinds of demands. In this respect to maintain all the things prioritised is an important aspect which can maintain various requests (Ballard et al., 2020). In terms of establishing priority is a necessary thing to achieve the required thing which needs to be done wisely. This particular term is important because it allows individuals to provide attention To the task and understand the urgency and importance of the task. 
Organisation
The organisation is another important aspect of the front office department because it develops and it can maintain a comprehensive database of guest information, be able to coordinate with the service of guests and assure that guests are satisfied (Hammer, 2016). In the area of the hotel industry, all the individuals who are associated with the front desk need to be able to find required files, handle the number of phone calls and be able to maintain a tidy workplace. In this respect, to highlight the capacity along with the feature in the front desk organisation skill plays a major role. 
Technical skill
The front office desk is going through different processes and among those processes, individuals need to maintain knowledge regarding spreadsheets and uses of software such as "Opera”, “MARSHA”, “MGS”, “Guest Ware” and others. With the help of this software Front office will easily make the reservation, maintain the checking and check-out process, cancel the reservation with the help of a green screen, and others (Van Laar et al., 2020). These are the basic things in the hotel industry which are why the front desk needs to maintain the technical skill for maintaining the front desk work. 
Task management
The process of task management is helping out to keep track of the cost along with the deadlines. By implementing the process of task management the front office desk can easily maintain a progressive relationship with others which is considered to be an essential quality for the hotel industry (Solomon, 2018). By using this task management the front office deck can easily make their system more efficient and effective which would help out to reduce errors and other mistakes. 
Problem-solving capacity
The hotel industry is guest oriented and this industry is bound to deal with different kinds of guests. While the different kinds of Guests are presented, different kinds of problems are also germinated (Tesone, 2015). That is why with the help of problem-solving capacity the front office can identify customers' empathy and their problem Depending on the situation they can adopt the required steps which are helping out to operate the business in a normal way. 
Professional customer service skill
In the area of the front desk, professional customer service skill is considered to be a necessary part. This part can solve operational problems, properly maintain the guest services, and be responsible for boosting sales, providing a positive experience of customer service. 
Moreover, all these mentioned points are considered to be the required skill which would be appropriate for the Front desk. 
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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 offer my support and assistance in a professional manner to the guests, aiming to go above and beyond their expectations.



	By communicating in an efficient manner with the team, delegating tasks and offering my support whenever the team needs it.
	I believe my plan would be most effective because a positive and professional attitude provides a can do attitude not just for me, but for the team as well, which will help us run the shift smoothly and not feel under pressure, resolving any challenges that may arise in a timely manner. By doing so we will maintain a high standard across the business and the guests will have a pleasant stay.
	A contingency plan to avoid this in the future would be to help the team to develop and know how to provide their services and execute their tasks at the highest standards, as well as knowing how to act in case of this scenario. Along this, we would improve our communication and we would learn each other’s strengths within the running of the business, as this will teach us of how each member of the team performs in different tasks.



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:

	Introduction
The hotel industry is considered to be the oldest business in the world. The hotel is oriented toward the hospitality industry which represents a friendly and generous reception for the guest. The front office can represent the customer-facing division.  This respect to accurately maintaining the front office PMS, Hotel reputation, staffing, and communication plays an essential role. The essay structure is oriented with an introduction, discussion and conclusion and under the discussion PMS, staffing, hotel reputation, and communication will be demonstrated wisely. 
Discussion

Element 1 – Property Management Systems (PMS)


	
The term PMS (Property Management System) is considered to be the operating system of a hotel or "hotel OS". In this particular term, PMS can provide a centralised computer system which has been used for organising, Scheduling, and performing daily basis functions, and transactions along with accommodation. The key elements of PMS are reservation, housekeeping, revenue management, Front desk operation and others. This management system is considered to be a set of solutions which has been used in the area of reservation, front desk, housekeeping, billing and invoicing. By using this system, hotels have “clear and consistent reservations” which can enhance hotel proficiency. On the other hand, it is used in the analytics and reporting part also. As opined by Jilte et al., (2019), to make the hotel environment more concerned and prioritise PMS is considered to be the most demandable item. The property management system can make coordination easier and it also makes the front office, management planning and reporting area easier. This particular term allows the property owner to easily manage the front dick operation, and it is also helping out to manage the rate, promotion, and status of the hotel properties.
Traditionally PMS is referred to as software which enables the hotel business to optimise the front office capacity by replacing paper, spreadsheets and other kinds of overloaded processes. By implementing this software in the hotel industry the front office can empower itself by enhancing the check-in and checkout capacity. On the other hand, with the help of PMS the front office can easily increase housekeeping efficiency. By inducing the software housekeeping staff is easily alert about the arrival time of the guest and helping out to prepare the room (Mutlag et al., 2021). In addition to that by implementing PMS the housekeeping staff easily identifies the maintenance area. In contrast, PMS can accumulate all the data in one place and it will make the handling process easier (Yogantara et al., 2022). With the help of this process, management can easily access the updating part and track all the relevant information over all the other departments. 
Apart from these, for enhancing the guest experience, enhancing employee productivity management, and maintaining high data security PMS is concentrating on adding value which can develop the package and services.






	
Element 2 – Hotel reputation


	
The term Hotel reputation is considered to be a part of Management which is the practice of monitoring and influencing the property in the right way. This particular concept has come up within public relations and it is focused towards the Recently developed review websites, various kinds of networks and search engines. The key elements for a Hotel's reputation would be location, marketing and others (Lai, 2019). The reputation of a Hotel is considered to be the most important aspect because with the help of reputation Hotel can enhance customer trust and loyalty and be able to establish an impactful relationship. These aspects are notifying a positive impact on the hotel which would be reflected in its revenue area. 
Moreover, the hotel's reputation ultimately determines the future opportunity of the hotel and it will indicate the future perception and what kind of opportunity the hotel will gain. In terms of maintaining reputation, hotels need to be very trustworthy, offering several values, and providing the best customer experience. Providing the best customer experience will enhance the customer perception and this perception will help out to embrace the reputation (Reyes-Menendez et al., 2019). Apart from this, by maintaining clear and concise communication Hotel can easily maintain its reputation. Henceforth, by maintaining their reputation, hotels will gain more guests which will germinate more positive aspects and that aspect will reflect in the sales and revenue area. 







	
Element 3 - Communication 


	

In the hotel industry, the key elements of communication would be the skill of active listening, interpersonal Communication, empathy, respect and others. In the area of the hotel industry, active listening skill is considered to be the key to successful communication. With the help of these skills, employees will easily understand guest empathy and depending on the empathy they can demonstrate the required step. Apart from this, by implementing the active listening skill employee of the hotel easily solving out the existing conflict be able to cultivate loyalty which would help out to make the employees happy (Matheus et al., 2019). This communication skill is assuring that the employee is genuinely listening to the guest's perception and trying to meet up their desired thing. 
Another key element for communication in the hotel industry is interpersonal communication skills. Interpersonal communication skills can enhance the guest experience; provide value to their feedback, conveying clear and concise messages and these are helping out to maintain customer loyalty. Moreover, with the help of interpersonal communication skills, the hospitality industry can easily establish a good rapport with their guests, discard all conflicts and maintain a good experience (Gustafson et al., 2020). Empathy is another important skill in communication which is helping out to understand guests' feelings and depending on the field company can adopt the required step. This empathy reinforces that this particular aspect can add extra value to the company. 






	
Element 4 - Staffing 


	
	
In terms of staffing, the key elements would be teamwork, the capacity of multitasking, flexibility, interpersonal skills, Technical experts and others. The hotel industry is oriented toward customer service and in this respect working as a team is assuring better and improved quality customer service. Working as a team will be able to deliver flawless customer service and it will establish a strong work ethic which can create a good impression on the customer. However, having the capacity for teamwork the staff of the hotel industry can easily boost productivity and be able to gain a new perspective, generating several kinds of new ideas (Harrington et al., 2020). All these aspects can easily promote the workplace and place the organisation as a successful one. 
In terms of technical experts, the front office decks handle several kinds of steps such as reservation checking and checkout process. for maintaining those processes they need to deal with the software (Olsen et al., 2019). In this respect, the staff technical expert is considered to be a key element in the hotel industry. Apart from these, the multitasking staffs are also considered to be key elements in the staff area.  Because the front desk is handling several works and that is why to handle those works the Multitasked are required as staff can smartly handle the situation and maintain a positive experience.  
Conclusion: 
It can be summarised as PMS, staff, communication, and hotel reputation are considered to be the most important aspects. With the help of these parts, the hotel can easily maintain a positive aspect and be able to establish the front desk as success full one.  
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