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	The front desk officer in a hotel must impose some of the definite skills such as:
Professional Appearance
The hotel guests arise in lobby at first while entering into a hotel. The front desk representative is considered as a first person who meet at first with the customers before check-in process. Therefore, it is essential for a front desk person to be well-dressed and appropriate for the job (Yang et al., 2023). The person is hired for a job who must be pride of the duties and roles with representing the services of concerned hotel. A person must be different in the looks that helps them to adjust in different environments efficiently. The reception area must be clean and well-organised that helps to satisfy the customers. 
Awareness of Different Languages
A front desk receptionist in a hotel must be aware of different languages and considered as multilingual person who understands and speaks different languages in a hotel (Shin et al., 2019). The understanding of different languages helps hotel management to attract larger base of customer from all over the world. It is essential to train the receptionist to learn different languages in order to manage efficiency in customer services. 
Problem-Solving Skills
For achieving success in the hospitality industry, the hotel management should satisfy the guests from time to time. Therefore, the employers must hire efficient person for front desk professionals who can manage services with the implementation of effective problem-solving skills in the services (Raja Omar et al., 2020). The skills are helpful to manage customers and well as the employees and workers in the hotel. It helps to manage conflicts between employees due to the services provided in hotel. The skills are also applied on the management of queries related room services, laundry, and food services. 
Stronger Interpersonal Skills
Strong interpersonal skills are efficient for the services of front desk officer to manage hotel services. There must be a team to manage services in a hotel that must use eye to eye with the people at workplace (Pavlatos et al., 2021). A person must impose stronger ambiguity and positive attitude with the employees and guests at the hotel. It also helps in the customer services where the guests may face issues related to check-in and check-out processes. The skills are implemented on managing lists of customers with their feedback and queries after the stay. 
Effective Verbal and Communication Skills
A front desk representative must be efficient in verbal and written communication skills that are used in the hotel management processes. Ozdemir et al. (2021) stated that a front desk representative must work from responding towards the queries of guest with using emails. The responsibility lies in writing down the directions for the local attractions with the ability to provide effective communicate in the written or verbal manners. A front desk officer must demonstrate the skill from the initial contact with the employer such as presentation of a resume to the last process of interview. 
Organised in Nature
According to Nam et al. (2021), a front desk officer is responsible to perform multitasking that will lead towards the piles of paper and reduction of challenges and mistakes in the services. It is essential to a receptionist of a hotel to be well-organised and detail-oriented in the services. It seems in presenting error-free work for the guest staying in the hotel regarding their room services and supply of food whereas, it also helps to manage assigned duties of other employees as well. The reception must be clean and tidy that will help the customers to feel satisfied with the services. 
Efficient Guest Services
Without guests, a hotel services will not get success in a business. Therefore, it is essential to manage a guest service with considering efficiency for in-demand skill that must be mentioned for the position of front desk job with respect to the postings on different recruitment websites (Mun et al., 2019). Front desk officer is responsible to provide pleasant and friendly environment, working efficiently with the definite accuracy, skills of solving-problems with employees and workers, and doing all the necessary management to provide pleasant experience for the hotel customers. There should some personal interactions that are helpful for the staff members of front desk to determine positive experience of the customers.
Computer Knowledge and Technology Literacy
It is essential for front desk officer to have a wider and sufficient knowledge of computer and use of technologies that will be helpful to perform the duties in efficient manner (Ozdemir et al., 2021). The roles and duties of a front desk officer must be associated with the learning and use of different software. In hotel management, computers and technologies are used to allocate room and manage services for the customers. It will be helpful to collect feedback from guests after their stay and improve services and skills accordingly.
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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?


	In order to represent well managed services in the hotel as a front desk officer I will work efficiently to communicate with the employees and workers in the hotel (Mehta et al., 2021). I will allow all the workers to provide their opinions and ideas related to the reception management that is helpful to attract larger base of customer and satisfy them with the services. 


	The operations will be smooth with respect to the hotel management with implementing positive attitude and behaviour in the services. There must be efficiency in attitude that helps to communicate with the guests in a perfect manner. I will be responsible to implement good behaviour skills in my services (Lou et al., 2021). 
 

	My plan will be effective as I will apply clear goals and objectives for the fulfilment of operations in the hotel management. I will be able to provide strategies to the employees in order to learn them and apply them on the services. 

	The contingency plan that will apply to manage services of hotel management in future will be based on meeting with executive and managers in order to solve emerging issues related to guest stays and quality of services applied in the hotel. 


	
I will be responsible to provide all kind of information to the customers and guests before arriving at the hotel and also during their stay. It can be done with using efficient communication skills with the customers and allow them to ask any question or queries related to their stay in the hotel. 


	I will follow different commands that are allocated with the services in hotel management that will be helpful for me to manage efficient resources in the services with guests and employees. I will work in a collaboration with employees to learn about guest’s services and make them satisfied with the quality of service provided. 

	My plan will also be effective if I will apply good communication skills with employees and customers in the hotel. The effective communication skills will help in resolving the conflicts between employees and also the issues to the customer related to their stays and visits (Lukanova and Ilieva, 2019). 

	I will learn more techniques to manage customers from different cultures and backgrounds an attract them to get satisfaction with the services. It will be helpful for me to attract large base of customers coming to the hotel and make their stays as satisfactory in the competitive hospitality industry (Kim and Han, 2022). 


	
I consider myself responsible to make a good representation of a reception that must be attracted and cheerful for the coming guests. There must be good seating arrangements with an attracted waiting area for the guests (Mauroudis et al., 2023). 


	I will make use of technologies in the management of services to guests and customers. I will make records of the visit and stay. The record helps to maintain check-in and check-out timings as well with the use of computers. There are some definite resources that are used to maintain records of guests with their queries in a hotel.
	The plan will be effective if I will maintain the front desk services efficiently to attract the customers and satisfy them with the services. I will use different strategies of hotel management to manage front desk services in an efficient manner. 

	I will work to use technologies and software to maintain data about customers and their visit. The website of hotel will help to collect feedback and opinion of the customers after their visit and its days that will be helpful to improve service management in the operations and encourage employees to fulfil the goals and objectives efficiently. 




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)


	
Some of the prominent PMS that are used by hotel management to manage services and operations are given as under:
Use of Software System: It is essential to manage hotel operations. The use of cloud-based system is required to manage activities and duties of the employees. The software helps to record data of the guests related to their check-in and check-out processes, booking statuses, and room services. It helps to maintain performances of employees with monitoring on regular basis (Kim et al., 2019).  
Managing Front Desk Guest Experience: On the arrival, the first impression of guest is created with walk through the hotel doors and get accurate  interaction with the initial point of contact such as with the front desk people. A property management system (PMS for hotels) will be helpful to manage display arrivals with the provision of an important information related to the preferences that are attached to the booking and visiting processes of customers. The process will ensure in making good and memorable impressions in the hotel.
Clear Staff Communication: For PMS in hotel, it is essential to provide effective communication with the workers. It helps to define changes in the organisation with the learning and understanding of implemented strategies and policies. The staff members at hotel are also encouraged to provide their opinions regarding improvements in guests’ services for the duration of their stay and make their experience positive (Kasavan et al., 2019). 
Mobility: To run the accurate accommodation in business is considered as full-on where the operators in hotel industry must work on the given time with using different devices for customer management. The use of hotel cloud software such as Preno is helpful for providing appropriate freedom to the management. The managers have access to Preno from anywhere with using mobile, tablet or computer for records and data entry. The process id flexible that can achieve a greater system of work-life balances in hotel services.

	
Element 2 – Hotel reputation


	Hotel reputation management is said to be a process that is used to monitor and influence the policies and strategies used by hotel for the management of services in the competitive world. Haldorai et al. (2022) illustrated that the policies are involved in keeping up the track with reviewing the sites, posting in different platforms. and engaging people on social media, optimisation of the search engine process, and collection of feedbacks from guests. Therefore, a hotel reputation is considered as important to manage changes in the industry and make the company to get stayed on the top of it for making a significant differences in the competitive hospitality industry.
For the management of reputation in hospitality industry, the use of social media helps in making a showcase of the brand visually and providing efficiency to the brand in the form of voices with the connections. It helps to get interactions directly with the followers (Abdou et al., 2020). The overwhelming amount of content must be provided on the social media channel where consistency plays a vital role to build and maintain the community of planners with the management of target audience. Social media channels will be used to build efficient relationships with the agents and guests. It helps to assure quality of services to the guests related to their stay and making positive experience with the staff members. 
Make a dedicated website for a hotel is a profound act to maintain effective reputation in the industry. The website must provide all information about rooms, services, booking procedures, and cancellation of booking as well (Fracer, 2020). The website must be handled with a representative who is responsible to manage all the queries of customers with the use of live chats and emails. The representatives are presented 24/7 to help people regrading their issues and provide them all information about the services. 


	
Element 3 - Communication 


	Hospitality managers are responsible to provide effectively communicate with the guests, staff members, and different stakeholders in the industry. Froricis (2020) elaborated that the process helps in providing some clear instructions, managing updates and information, and implementing solutions for the conflicts that are seen in the hotel management and operations services. The hospitality industry helps in the management of customer service as a paramount act. Communication with the employees will help them to motivate and encourage towards the provision of outstanding services (Filimunao et al., 2019). It will be helpful to consider efficiency in services related to the management of customer experience in the hospitality industry. 
The managers must be responsible to arrange meetings on regular basis that will help the staff to discuss their challenges and issues occur during the act of guest management in the hotel. The members are allowed to speak up about the changes needed in the hotel with the managers. It can be done by using face to face meetings and also email processes (Eskerod et al., 2020). The communication helps to maintain a positive respond over competitive market. Thus, the significant role of communication for the success of hospitality industry is associated with the promotion such as understanding and clarity of the customers.
Communication barriers may arise with using different languages by the customers in the hotel where the management in responsible to arrange training and development sessions for the workers to learn different languages and cultures for providing efficient services to the customers (Duric et al., 2021). The employees are motivated to learn different languages that are used to attract and understand the guests from all over the world. Communication helps to attract larger base of customers with provide them efficiency in the services. 


	
Element 4 - Staffing 


	The HR management in hotel is responsible to hire skilled, experienced, and qualified employees for the services such as guest management and hotel operations (Dos Santos et al., 2020). The hiring should be based on the experiences in the hotel industry that helps hotel management to get a skilled workforce for the organisation. The skilled people are able to solve issues and challenges in the hotel related to customer management, booking processes, room services, and check-in and check-out processes as well. The representatives must also be hired as staff members of hotel who are able to talk to the customers about their queries and issues in the hotel (Commey et al., 2023). It is essential to hired a workforce who have wider and deeper knowledge regarding customer management. The trained staff helps to achieve possible value in the competitive industry. 
The staff members in the hospitality industry should behave well in the services with customers and feel them satisfied in the hotel. They are responsible to have efficiency in customer communication and skills related to customer services skills to work in the competitive industry. The staff members are allocated with the duties and roles individually to manage customers and provide different services like food control, room operations, and collection of feedback from the customers. 
According to Chandran and Bhattachariya (2021), the HR management in hotel is responsible for providing duties to manage efficiency in hospitality industry. The people must be well-educated, responsible, and make effectiveness in the timely decisions with the use of good communication skills. The HR manager must be direct to the employees. The terminations and hiring are also based on the duties and customers experiences responsibility of the manager (Atadil and Ku, 2021). Decision making helps managers to decide about services and qualities provided to the guest and manage their satisfactory stay at the hotel. 
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