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Hotel & Hospitality Management is a dynamic and exciting field to enter. The potential for career growth is tremendous, and the opportunity to work with people from all walks of life is extremely gratifying. I am proud to be part of this industry, and I look forward to continued success in the years ahead. The key skills required to work at the hotel's front desk are customer service, organization, and time management. Customer service is important as the first point of contact for guests and needs to be able to provide them with a positive experience from the moment they arrive. need to be able to deal with inquiries and complaints in a professional manner and have a good knowledge of the hotel and its facilities so that can answer any questions guests may have. The organization is important as will need to keep on top of things such as check-in and check-out times, room allocations, and dealing with any special request’s guests may have. also need to maintain good communication with other departments within the hotel so that everyone is aware of what is happening (Hole, 2019). Time management is important as I will often be dealing with tight deadlines such as check-in times. need to be able to prioritize workload and use time efficiently to meet these deadlines. 

These skills are important in the hospitality industry as they are essential for providing guests with a positive experience and ensuring that operations run smoothly. I have gained experience in all of these areas through my previous work experiences in customer-facing roles. I have also studied theoretical aspects of customer service, organization, and time management which I will be able to apply in my role at the hotel's front desk. I am excited about the prospect of working at the hotel's front desk and applying my knowledge and skills to ensure guests have a positive experience. I need to be able to provide excellent customer service and ensure that operations run smoothly so that guests will return in the future. I am confident that I can excel in this role, and I look forward to learning more about the hospitality industry as I gain more experience. To apply theoretical knowledge whilst working in the industry, it is important to first identify what theory or body of knowledge the student wishes to apply. Once this has been established, the student can then begin to look for opportunities to do so within their workplace. It is often useful to speak with a supervisor or manager to gain a better understanding of how the organization works and what specific tasks or projects would be most suited to the application of theoretical knowledge. In some cases, it may also be necessary to undertake additional research outside of work to gain a deeper understanding of the chosen topic. Ultimately, by applying theoretical knowledge whilst working in the industry, students can hope to improve their practical ability and make better decisions when confronted with real-world problems.

The hospitality industry is one of the most important industries in the world. It employs millions of people and generates billions of dollars in revenue each year (Franco et al. 2020). The hospitality industry is also one of the most competitive industries, which means that hotel and hospitality managers must be constantly innovating and finding new ways to improve their operations. There are many reasons why the hospitality industry is so important. 
· First, the hospitality industry is a major source of employment. In 2017, there were over 15 million people employed in the hospitality industry worldwide. This number is expected to grow to nearly 20 million by 2027 (Davahli et al. 2020).
· Second, the hospitality industry is a major contributor to the global economy. In 2016, the global hospitality industry generated $7.6 trillion in revenue.2 This figure is expected to grow to $8.9 trillion by 2022.3
· Third, the hospitality industry plays a vital role in supporting other industries. For example, the tourism industry relies heavily on hotels and other types of lodging for visitors. Hotels account for nearly 60% of all tourism expenditure globally.4 Without a strong hospitality sector, many other industries would suffer as well (Ntounis et al. 2022).
· Fourth, the hospitality industry provides an important service: providing shelter and comfort for travelers away from home. This service is especially important for business travelers who often need to stay at hotels near their work sites or meetings (Reis et al. 2020).
· Finally, the hospitality industry offers exciting career opportunities for those who are interested in working in this dynamic field.
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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?


	
1. Greet guests warmly and with a smile upon arrival. Be sure to make eye contact and use their name if possible.
2. Anticipate guest needs and go above and beyond to exceed expectations where possible.
3. Stay calm and efficient during check-in and check-out processes.
4. Have a strong working knowledge of the hotel property, rooms, amenities, and local area in order to best assist guests with any questions or requests they may have.
5. Handle any issues or complaints that may arise in a professional and courteous manner, taking ownership of the issue until it is resolved to the guest's satisfaction.


	
-Answering all phone calls in a friendly and professional manner
-Greeting all guests that come to the front desk in a warm and welcoming way
-Troubleshooting any guest issues or concerns that may arise

	

-Greet guests warmly and efficiently check them in/out of their rooms
-Maintain a high level of cleanliness and organization in the lobby and public areas

	- greeting guests and ensuring they are comfortable
- handling any questions or concerns they may have
- keeping the front desk area clean and presentable
- dealing with any issues that may arise during the shift


	
6. Work closely with other departments (e.g., Housekeeping, Maintenance, Food & Beverage) to ensure that all guest needs are met in a timely manner.
7. Keep management updated on any major issues or concerns that arise during the shift.

	
-Working with other departments (e.g. housekeeping, engineering, etc.) to resolve any issues as quickly as possible
-Ensuring that all areas of the hotel are clean and presentable

	
-Handle any guest requests or complaints in a professional and courteous manner
-Ensure that all communications between staff members are clear and concise

	
A contingency plan should include having a list of contacts (e.g. other managers, maintenance, etc.) who can be called on if needed. 

	
8. Perform regular checks of public areas (easily accessible bathrooms, lobbies, front desk area) to ensure they are clean and presentable for guests at all times.
9.. Be available to cover phone calls/guest inquiries during breaks or when other associates are unavailable.


	
-Keeping track of keys and guest room assignments

	
-Monitor the activities of other hotel staff to ensure that they are meeting guest expectations

	
Having a clear plan and communication with other staff will help to ensure a quick resolution of this scenario in the future.


	
10.. Proactively monitor guest feedback to identify areas of improvement and address them where possible.

	In the event that manager is sick again in the future, your contingency plan would be to:

-Have another management team member cover the front desk shifts
-Train another front desk associate to be able to cover shifts as needed

	
	

	


	
	
	



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)


	
Property management systems (PMS) are critical for hotel operations. They provide a central database for all guest information and reservations. Additionally, PMS typically includes a module for accounting and finance, as well as Sales & Catering (if the hotel offers these services). The main functions of PMS include:

- Guest Profile Management: Allows for quick and easy communication with guests, as well as tracking their spending habits.
- Room Management: Manages room availability and pricing (Dyshkantiuk et al. 2020).
- Reservation System: Handles all reservations from online sources, travel agents, and in-person visits.
- Revenue Management: Tracks and manages revenue streams such as hotel fees, taxes, room rental income, etc.
- Inventory Management: Automates ordering of new items needed for the hotel operation (Sapkota, 2019).
- Point of Sale System (POS): Processes all transactions made by customers at the hotel.
Overall, PMS is a necessity for the effective and efficient management of any hotel's operations. Some of the key considerations when selecting a PMS include:
-Ease of use: The system should be easy to use for both staff and guests.
-Functionality: The system should have all the features needed, including the ability to integrate with other systems (e.g., POS, accounting).
-Cost: The system should be affordable for the property. 
-Support: The vendor should offer excellent support in case have any questions or problems.
-Customer support: The vendor should provide good customer service and technical support.
-Scalability: The system should be able to scale as the property grows.
-Security: The system should have adequate security measures in place. The system should be secure and have appropriate measures in place to protect guest data.


	
Element 2 – Hotel reputation


	

When it comes to choosing a hotel, reputation is often one of the key factors that guests take into consideration. A hotel's reputation can be based on many factors, including the quality of its accommodations, service, and facilities (Wilkinson and Zalejska Jonsson, 2021). If a hotel has a good reputation, it means that past guests have had positive experiences and are likely to recommend it to others. On the other hand, if a hotel has a bad reputation, it could mean that guests have had negative experiences and may not want to return (Mangipudi et al. 2020).

A hotel's reputation can also affect its bottom line. If a hotel has a good reputation, it can charge higher prices and attract more business. However, if a hotel has a bad reputation, it may have to discount its rates in order to fill rooms. In order to maintain a good reputation, hotels must strive to provide excellent customer service and a high-quality experience for their guests (Grilli and Balzi, 2023). They should also take steps to address any complaints or issues that arise in order to ensure that all guests have a positive experience. Thus, when considering which hotel to stay at, be sure to research the property's reputation in order to make an informed decision.






	
Element 3 - Communication 


	
In order for a hotel to function properly, effective communication must take place between all departments and personnel. This includes everything from daily operations to special events and guest services. Good communication ensures that everyone is on the same page and that tasks are completed efficiently. There are several ways to facilitate communication, such as team meetings, memos, emails, and even shift huddles (Harmon et al. 2020).
It's important that each department is aware of what the others are doing, and that everyone is kept up-to-date on changes in policies or procedures. Communication should be ongoing, with updates on progress or any other issues that may arise during the day. It's also important to make sure staff are comfortable approaching management with questions or concerns.

Finally, it's essential that guests feel heard when they have an issue or complaint. All members of staff should be trained to handle these situations professionally and courteously (Zakarija et al. 2020). Listening to guests' feedback and addressing their needs in a timely manner will create a positive overall experience for them - which is key to increasing loyalty and repeat visits.

It's important to have clear and concise communication so that there is no room for misunderstanding or miscommunication. If something needs to be communicated to guests or staff, it should be done in a professional manner. Additionally, any changes or updates to policies or procedures should be promptly communicated to avoid any disruptions in service.


	
Element 4 - Staffing 


	
In order to properly staff a hotel, it is important to consider the type of guests that will be staying at the hotel. The staff should be able to speak to the guests in their native language, if possible, and should be knowledgeable about the area in which the hotel is located. It is also important to have a good mix of male and female staff members so that all guests feel comfortable (Bosma and van Doorn, 2022).

The hotel should also consider the number of employees needed to cover different shifts and job roles. For example, a large size hotel may need more than one front desk personnel at a time to ensure that all guests receive prompt service. In addition, the hotel should make sure to hire staff who are friendly and helpful, as well as trustworthy. Training should also be provided in order to ensure that all staff members are knowledgeable about policies and procedures (Hu et al. 2020). Finally, the hotel should create an environment of safety by conducting background checks on all potential employees before hiring them.

When hiring staff, it is important to consider their experience in the hospitality industry as well as their customer service skills. The most important thing is that they are friendly and approachable so that guests feel welcome at the hotel.
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