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Key skills 
· Clear speech 
Keeping the speech recognitions clear is essential while being in the front desk. According to Shin, Perdue and Kang (2019), the development of the clear speech can help in attracting the customers and making an impression. It also provides with the accountability of the person who deal with the guests in the front office. 
· Polite manner 
Martin, Stamper and Flowers (2020) suggested that the politeness of the front desk employees deciphers the essentials of the employees and the hotel. Effectively managing the front desk and engaging into conversations with the guests requires patience and thus, taking care of the reactions and calmness of the situation is one of the skills that the front desk officials require. Moreover, the effectiveness of the action and the praiseworthy interactions can help in earning better reviews from the guests and provide better rating online. Thus, the polite nature of the officials is mandatory as it takes over the effectiveness of the hotel. 
· Personal presentation 
As per the ideas of Allen et al. (2020), the assurance of the presentation and the outlooks of the individuals matter the most. This helps in the collective growth of the factors, which can manage the interaction quality and the mood of interaction. This provides with the better management of the personal skill growth to be diverged and taken care of by providing a quality presentation and better looks. Dressing more politely and becoming more attractive can help in encouraging the quality feedbacks from the guests. This provides for the need of the looks and the physical appearance of the front desk workers. 
· Verbal and written communication 
Better communication helps in effective delivery of presentation and understanding regarding the perspectives, which must be developed immediately to seek better quality results. This refers to the proper management of effectiveness and inquiry regarding the potentials of the individual hired as front office employees. Based over the verbal and written communication an increasing potential over front office management can be understood, as the employees have to be taking over proper attendance regarding the basic requirements of the guests (Swanson et al., 2020). This can effectively develop better performance of the front office management and provide opportunities regarding the proper attainment of 5-star reviews and better delivery of customer services.
· Good telephone manner 
Majority of the time the front office managers must be conducting conversations over the telephone for providing identification regarding the services provided by the hotels to the customers. This also provides for an opportunity for the hotel to be appropriately taking measures and helping the customers to understand the effectiveness regarding the possible customer service and experience they will receive while they stay with the hotel.
· Tactful nature and patience
According to an article published on Samcoldz (2018), the term tactfulness means that a person can handle the process of interpersonal and professional communication without the aspect of offending other people in any way whatsoever. Tactful communication is crucial skill/nature for any individual working in the hospitality sector. It is often believed that effective and systematic communication requires an individual to be focused on the process of listening to the others, show respect to the opinions of the people and display a certain degree of empathy. Along with tactfulness, any person aspiring to secure their professional career in the hospitality sector is required to have a certain level of patience. Patience is a crucial trait that helps an individual working within the hospitality industry to deal with different types of customers and meet their expectations to create a positive customer experience (Jobstreet, 2023). Patience allows a person to be careful and attentive when handling difficult situations and with tactfulness, they can communicate with the customers and solve their problems without the aspect of being rude or offensive towards the customers. 
· Customer service skills 
I feel that managing a proper understanding regarding different perspectives such as customer service skills can help an individual to properly assists guest and attain better remuneration from the hotel. With the growth of the customer service skills such as describing the guests about their expected stays and helping them with their issues can provides for better results. 
· Well-organised and pressure management skills 
Understanding the effectiveness of a situation and catering to the needs as per the requirement of the situation helps and employee to understand the regulations above different managerial tasks. After the guests our concerned about the services they will receive while they relate to the hotel. With this potential, the proper understanding of the pressure management skills must be taken considerably as it also pressurises the front desk officer and the guests during dire situations. Albrahim (2020) suggested that the improper handling of the tasks and consideration of issues regarding helping the clients could be possible reasons for misjudged reviews over the hotel.
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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?


	Ensuring the hike of housekeeping team efficiency


	I will be managing the house keeping staffs to ensure better services and cleanliness.

	It will provide as the effective deliver of the services and management of the hygiene factors as for the proper conduct of the regulations after pandemic.

	I will provide for the effective delivery of the tasks and the proper regulations to be followed so that the guests are not subjected to any inconvenience.


	Provide better 24*7 services 



	Taking care of the guests will be influential for the hotel as it seeks to provide excellent services and customer experience during their stay. 

	This will attract the customers and keep a better outlook of the company in front of the guests. 

	Properly managing the staffs and organising their duties accordingly will help in the conduct of the business. This will ensure better delivery of the services that the organisation provides to the guests.




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)


	
Nirmala (2021) justified the use of reservations to help in customer services it provides for different levels such as online bookings that can cater to better central reservation system. It also caters to the effective considerations of indispensable management of property system by providing separate modules over PMS so that organisations can be conducting their businesses ethically. The property management system can provide with considerations of reservations, front desk operations and room management, room status daily audits channel management, housekeeping services, revenue management and other aspects. Sapkota (2019) opined that with the development of the reservation services provided with key functions such as room bookings, which must be available for the guest to be properly getting their information regarding their bookings. It also provides within detailed understanding regarding the e-payment processes, which provides with software facilities for collecting online payments and transactions of different categories. Managing the room inventories and allocations also must be considered and taken care of as it provides with management of barriers such as double bookings or over bookings, which can be hazardous to the review of the company. 
By properly managing the front desk corporation, an updated review over the reservation status and check-in and checkouts can be considered. This provides a better understanding regarding the possibilities and the automation perspectives, which are required for managing hotel services. Attending channel management software such as OATs, wholesalers and direct booking platforms help in attending to the possible target market for better attainment of customers. With the proper delivery of the PMS, the staffs can be regulating the business and the transactions without any hindrance (Nirmala, 2021). 


	
Element 2 – Hotel reputation


	
Generating positive reviews end monitoring and analysis regarding the online reviews over a regular basis provides an understanding of the services that the hotel provide. It has been suggested by Lai (2019), that a hotels reputation is composed of several key elements such as locational diversity, gastronomy, marketing and other factors. This provides for consulting proper marketing setup for endorsing the services provided by the hotel. With the proper generation of positive reviews, the hotel delivers impactful services towards the customer expectation for gathering better customer satisfaction. 
González-Rodríguez et al. (2021) adhered to the perspective of managing customer needs to be a prime consultancy that the organisations must abide by to maintain the online profiles. Thus, the hotels must be checking for the reply over comments or posts that are made online. González-Rodríguez et al. (2019) suggested that 70% of the user’s provider rude and aggressive answer to a negative question what post subjected by a hotel during their stay. This provides for delayed effectiveness over consideration of customer feedbacks to be a priority for the hotel conglomerate. Thus, properly managing their grievances my catering to their esteem of requirements can help in properly managing image of the hotel. By providing better services or handing discounts on their visits can help in gaining better reviews and feedbacks (Anagnostopoulou et al., 2019). Hence, properly managing the needs of the customers and serving them with the best services can manage the delivery of the positive appearance of the hotel.


	
Element 3 - Communication 


	According to Triantafillidou and Yannas (2020), the development of the active listening practices can certainly prove important for the hotel managers and the employees. This is since the guests might say and suggest important notions regarding their suitability to the rooms. Hence, catering to those requirements can gain positive review from the clients. With the proper consideration of communication, a clear conscience off the staffs could be transcript to the guests, which will help in maintaining professionalism and ethics within the hospitality business. Hence, hotel change looks for staffs that are competent in communication and can manage what to understand the customer requirements for better hospitality. By understanding needs and requirements of the clients, the consideration of providing for a better and accommodating environment can be created.
Čech, Jindřichovská and Neubauer (2019) opined about the depiction of the hospitality and the concern for the clients is essential to engage into polite communication. Thus, developing the communication strengths can manage the proper management of the hotels and cater to the positive side of the guests. With the attainment of the communication strengths, the organisational position can be enhanced, as the guests will be more indulged and comfortable in exchanging their grievances. Knowing the issue would help in rapid mitigation of the problems. A well-spoken employee can be able to interact with the customers with more confidence and leadership intellectuality. Since, the hospitality industry is a fast pacing and ever-changing field, the interpersonal skills of an employee are very essential.

	
Element 4 - Staffing 


	Understanding the importance of the staffing process for a hospitality industry is essential as it caters to providing work force planning, recruitment, promotion, training and development, and the selection of the talent essential for the company. Miah and Intan Adha Hafit (2020) defined the need for proper staffing to help in the sourcing of diligent employees who are vowed to deliver their best for the hotels. As the company is managing the employees, it is essential for the organisation to keep pace with the new changing market needs and environment. The development of the employees and the proper training of the staff are required as it provides for better diversity inclusion and management of the future needs of the company and the employees (Nikolskaya et al., 2022). Taking care of the employee talents contributes to the diversity inclusion of the hotel chains. 
Nikolskaya, Pasko and Novolodskaya (2019) depicted that the organisational value of the employee skills can be upgraded with the proper training of the employees and the employees. Managing the needs of the employees and providing promotion for their hard work can escalate their motivation towards working with the organisation. Moreover, the effectiveness of the placement policies can also be properly organised with the effective growth of learning the skills and the talents that suits the best place of transfer. With the growth of the organisational effectiveness in recruiting the employees, properly managing their talents and promoting them is also included as it helps in providing better resilience to the competitive environment. 
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