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The hotel industry holds hospitality as a paramount factor because it offers temporary dwellings to people. For one thing, I have been intrigued by this sector for a long time now, which is why I am well aware of the fact that how being hospitable and courteous makes a big difference in a hotel's success. The same can be said for the hotel's front desk, which is a lot more important to its business than it meets the eye. The aspect noteworthy here is the role hotel front desk clerks, agents, or receptionists play for the business, mostly because they are responsible for providing the guests with excellent accommodation experiences, warm greetings, and answers to queries or complaints (Park and Kim, 2021). This position is also significant because when a potential customer enters a hotel, the front desk is where they go, which is why the front desk agent is the first one to greet them and welcome them to the premises. Therefore, these agents also create the guests' first impression of the hotel, which influences their decision to stay. Hence, the importance cannot be brushed aside. 
To emphasise this point more, the example of Ibis hotel can be given as it requires its front office manager to be highly skilled in making sure the front desk agents exceed expectations (Accor, 2023). This clearly shows how significant the job is. As a result, it seems attractive to me, which is why I know the skills required for such a role. Firstly, someone working at the hotel's front desk needs to have excellent communication skills. This is because they are guest service employees and have to communicate with people in-person and on the phone to confirm reservations, answer queries, smooth things over, and appear warm and friendly (Shin et al., 2019). I would have to develop my communication abilities if I applied for such a job. I am good at written communication, but I struggle with convincing people to do something I want them to do and verbally interacting with them. However, I am naturally kind and friendly and believe respect needs to be given where it is worth and needed, so this part falls perfectly in the designated role. Secondly, hotel front desk workers should know how to stay calm under pressure, be flexible, multitask, and show professionalism, even when they feel stressed. Such skills would evidently be difficult for me to master because I suffer from poor stress management abilities, especially when dealing with a pressing issue. However, I can multitask and thus work with flexibility with proficiency. 
Moreover, such positions require a person skilled in computer literacy, CRS, and payment processing because they have duties where Excel has to be used to keep everything on track. As a person with a keen interest in Math, these requirements do not tussle me as I can meet their expectations quite well. However, the issue might arise in Customer Reservation Systems as they are fairly new software that I must master. Moreover, another highly important skill for a front desk agent is the ability to solve problems quickly. Because guests are unpredictable, all kinds of issues emerge (Park and Kim, 2021). For instance, the hotel might not have wheelchairs; someone gets in a medical crisis, important furniture is missing in a room, no allergens warnings, etc. No matter the problem, the hotel front desk worker should quickly know what to do or at least calm the guests while the right professionals work on implementing a possible solution. Therefore, being calm under pressure and quick thinking are essential for such a position. As for me, I am skilled in problem-solving because I tend to think outside the box, especially during a crisis. However, when there are people to appease and not leave dissatisfied, I would panic, thus rendering myself incompetent for the job. Lastly, another important thing for a hotel's front desk agent to do is to be organised. There are many duties that such a role has to do at once, like answering calls, making reservations, inserting new data, greeting guests, checking out customers, etc. (Edenhofer et al. 2016). Hence, the employee should know how to multitask and manage time efficiently at the same time. Therefore, after understanding the skills and duties this kind of employee should have, I have realised that I have a lot to learn before I apply for such a position, mainly because a company's reputation depends on it.
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Component Two:
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?


	The task of serving food to the guest would fall to more waiters. Thus I will hire waiters in larger numbers. In order to ensure that the meal is hot when it is brought to the guest, the kitchen staff will be given the required training and tools. Additionally, the purity and taste of the meal will be guaranteed.

	To check that kitchen operations are going smoothly, I will take a tour of the kitchen. In order to recognise the guest's problems with the meal, the team leader would also engage in brief conversations with them.
	In order to better serve the guests' food, more waiters would be hired. The kitchen staff will be given the required training and tools to make sure that the meal is served to the visitor hot. The freshness and taste of the meal will also be guaranteed.
	A kitchen hierarchy would be established to guarantee that the guests receive delectable food that suits their tastes.

	I will offer guests freebies and admiring services. Delivering a few services for free in addition to the basic facilities I give can win over customers to the business and brand.


	To check the complimentary services, I will take a round of the reception section after every 2 hours. I will ask staff about the sale of the day by providing these services and then continue this according to the response. 
	Giving away freebies is an excellent way to win over customers who will praise the service to their friends or, even better, share it on social media.
	I will encourage investing in hotel technology and have various communication channels accessible. 

	I will provide my workers with a suitable training course so they may learn how to respect visitors and pay attention to their issues. Moreover, it would ensure that no visitors would have to wait longer than required to access their accommodation.

	It will have a direct effect on the performance and effectiveness of the hotel. Training gives workers a better understanding of their duties and the information and skills required to do that job. 
	Considering customer input would help ensure that such problems do not occur in the future and that the hotel offers the guest good services.
	Employees would receive training in which they would learn that visitors should be treated like VIPs. When giving constructive personnel criticism, a good and positive environment would be established.

	The most crucial issue faced by customers is unhygienic rooms due to unclean and poor services. I will ensure hand washing facilities, well-stocked soap, and linen or paper towels and waste bins.


	I will check every room to make sure that customers do not face hygiene issues. I will make sure that every inch of the bathroom is sanitised and clean. 
	This will assist the hotel in enhancing the ROIs and improving customer experiences. 
	I will implement testing of rooms, and there will be a supply infrastructure to deliver main resources and materials before the emergency outbreak. 

	Another issue is poor Staff attitude. I will stick to the behaviours of staff and ensure that they are positive about the work. 
	I will focus on their positive behaviours and try to make them feel comfortable. 
	A positive attitude will enhance the culture of the hotel and employee engagement and make customers happy. 
	I will enhance staff attitude by providing them rewards and recognition based on their performance. 



Component Three:
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)


	
According to Moyeenudin et al. (2018), a property management system (PMS) is used to handle residential and commercial rental properties as well as hospitality companies. In addition to industry, local government and manufacturing use PMS. The most crucial duties involve controlling the front desk, booking, channels, housekeeping, rates, occupancy, and payment services. Although reservation and financial transactions are primarily regulated by PMS software, the manager may also be able to handle the housekeeping and human resources with it. Generally speaking, PMS optimises a hotel's key internal and external operational processes. 
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Figure 1: Property Management Structure (PMS)
Be aware that it is difficult to classify the PMS's functions into the ones that are more and less important because they are all necessary. A reservation system with a website booking engine and front-desk management module is a must for hotel property management systems, regardless of the kind of property. However, other crucial modules often include a report, analytics, cleanliness, channel management, revenue management, and customer data management. Point-of-sale (POS) services are important for big hotels (Amos et al., 2019). The study by Manimuthu et al. (2021) claimed that mobility, cloud technology, contactless technology, reliability, security, and functionality are the key elements required to consider for property management structure. Further, mobile technology is a fundamental part of a smart property management system. Whether it be through a smartphone app or the accessibility of the internet accessibility to the property management system. As social distance has become more frequent, the idea of contactless technology has grown more essential. There is also a desire to minimise physical contact points during a tourist's stay on the property.


	
Element 2 – Hotel Reputation


	
The main focus of controlling the hotel's reputation online is to keep an eye on and impact how people view it. Following review websites, posting and participating on social media, enhancing the search efficiency of the website, and other activities are all part of it. The hotel's internet reputation is essential to its overall business, and maintaining it can have a big impact on how well it does in comparison to its competitors. But based on distributed, spontaneous social control, hotel reputation is a basic social order instrument. In many diverse spheres, including business, government, education, virtual communities, and others, the notion of reputation is essential and can be seen as a reflection of the identity of a social institution (Lai, 2019). 
The key elements of a hotel's reputation are review monitoring, social media monitoring, augmenting the website for search, and staying ahead of the competition. The main business review website platforms are Google, Facebook, and Yelp. These websites are full of customer activities. In order to oversee and maintain a company's reputation, monitoring these and several other review websites is important. In contrast, there is a significant amount of social activity online because social media monitoring allows a company to monitor what customers are saying about hotels, competition, and their market as a whole. Maintaining a close eye on this activity helps improve marketing strategy and better understand consumers. Further, an essential element of maintaining the hotel's reputation is improving its website for search engines. Their website is more likely to be noticed if they rank well in search (CVENT, 2020).


	
Element 3 - Communication 


	
The survival of any hospitality business depends on the ability to communicate effectively with employees, guests, and other professionals in the field. A hotel manager is more likely to succeed than one who is less able to communicate their goals and objectives to their team. In the hotel sector, there are two primary forms of communication: Interpersonal communication: Face-to-face interactions between management and the team, either one-on-one or in small groups (Krizanova et al. 2019). When information is delivered to employees via written communication, it is done so in writing. Moreover, workers in the hotel sector should be capable of interacting efficiently with guests from all around the globe, comprehend their requirements, and offer them the advice and help they need. Businesses want staff who can interact efficiently with clients and customers from around the world, given the rise of globalisation and technology (Gibbs et al. 2015). 

The seven elements that are important for effective communications are the receiver, sender, channel, and feedback. As the recipient of the message, the receivers must transform the words into thoughts, assess the opinions, and choose how to reply to the contributor. Although, the person sending a message is referred to as the sender. However, the sender desires the receiver to hear and understand the message. The message's goal is typically to persuade the recipient to take action or understand somewhat. While the channel is the technique through which the sender interacts with the recipient. This can be completed face-to-face, over the phone, via email, text message, written contact, or through a third party (Chen and Law, 2016). Hence, it is essential to keep in mind that when there is only verbal communication, that is when communication is most effective.


	
Element 4 - Staffing 

Staffing is the procedure of retaining, acquiring and using a workforce of enough quality and quantity to positively affect the organisation's performance. However, they are accountable for supervising the staff who care for and satisfy the consumers in a hotel. Customers will become more involved, and their attitude will shift to reflect that of the staff members serving them if they are bright and motivated. The happiness of visitors, who function as the property's dependents while they are there, depends on a staff company's capacity to get their staff members on board with the brand's objective (Najafi, 2019). 
The important elements of staffing procedures are recruitment, training, development, promotion, appraisal, and transfer. The recruitment process is used to explore employees of the company and persuade them to apply for the needed position. Training freshly recruited employees is the process of training them by giving them an idea of the type of job they will be doing and how to accomplish it (Beehr and Bennett, 2015). The training division is accountable for this. In comparison, the chance for personnel development inside a process is referred to as development. Hence, Giving employees a wage rise, a new role, or both is known as a promotion (Chun et al. 2016). A rise in pay, bonuses, or incentives accompanies the increase in the designation.
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