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I feel that the development of various skills for the front desk of the hospitality industry can contribute to the overall development on a personal basis as well as on a professional basis and along with that, it can facilitate increasing employability and improve the image of the candidate in their resume. While being a hotel management student, I understand that the acquisition of different skills and then upgrading them according to the required environment is important to maintain a good impression during work life. Skills development in the hotel industry is focused on consumer satisfaction. The need for advanced skills is high in the case of front desk work as this will create a good understanding for me about how the whole organisation could be managed efficiently. I am leaning towards working as an HRM and the relevant skills that can facilitate development and growth are:
1. Understanding and Knowledge Skills
The knowledge skills are related to the understanding skills of an individual (Johnston, et al. 2012). A proper understanding of the situation develops a relevant knowledge of the situation and environment where the skills and knowledge must be applied effectively to achieve the desired result or outcome from it. The understanding skills can be used to demonstrate knowledge, abilities to perform certain tasks and reflect competence in the operational tasks. I can use my knowledge skills to interpret and analyse the situations that are prevailing in the organisation and also can find effective and potential solutions to those problems. The understanding skills helped me in marketing myself more effectively in front of potential employers. While performing my front desk work, these skills can help me to understand the operational issues that my subordinates may be facing. The theory by Fischer which is termed Ficher’s skill theory divides the performance level of an individual into two levels and these are the functional level and the optimal level. As opined by Tesone, (2015), the functional level reflects the daily performance of an individual whereas the optimal level reflects the development ability of each individual. This theory has helped me a lot to understand my potential to adapt to new skills and improve them on a regular basis.   
2. Practical Skills
These are important for me as a front desk manager as they can help me perform my duties more efficiently and professionally. The skill may include various elements like physical, interpersonal, creative soft and hard skills. A few of the skills that have helped me a lot to develop my overall practical skills are problem-solving skills while pursuing my module, we were provided with various case studies which were based on realistic situations and approaches and while solving those, I gained problem-solving skills. Leadership is another element that has highly contributed to the development of my practical skills. When I used to lead my team during my team assignments, I developed my leadership abilities and this will contribute to effective supervision of the subordinates while doing my front desk job. Lastly, Communication skills are the most important skills that I gained during my module and understood that this skill facilitates the development of other skills and hence, it is the most important to develop good interaction abilities. The theory that I have followed while pursuing my practical skill is Cultivation Theory. This theory was introduced in 1960 by an American professor who is born Hungarian, George Gerbner. This theory implied the understanding of the concept of how reality is being demonstrated by the media. This theory is important for understanding the power of interaction but has limitations regarding the applicability of the theory in the academic context (Tesone, 2012).
3. Intellectual and cognitive skills. 
Cognitive skills are the skills that are used by us from our childhood as they facilitate the understanding of different situations and environments through observation and experimentation (Solomon, 2018). The intellectual skills aim at the development of intellectual thinking and interpretation of the crucial situation. Piaget's theory is the most crucial theory that directly creates an understanding of the fact that curiosity is the in-built factor that humans experience from their childhood and this curiosity encourages the development of intellectual and cognitive skills and this helped me during the module to understand various approaches regarding the realistic aspects of the academic learnings and this will facilitate better control over the operational issues of the organisation. 
The above-mentioned skills are relevant for me in working at the front desk of my organisation and will develop an overall required understanding of the amendments and changes that can be done in order to attain better productivity in the organisation (Hotel front office, 2009).   



	
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 a quick resolution of this scenario in the future?


	1. Ease in the booking, check-in, and check-out process of the consumers. 


	Understanding the preferences of the guests and offering them customisation regarding their rooms, diet and accommodations may be preferred by them (hotel owner, 2023).  
	This plan is more effective as the planning and strategy are action-oriented in nature and have a realistic approach in it.  
	The Pre-check-in email system reminds them about their booking, room and the timing that will be considered as the check-in suitable for them to enter the hotel (bighospitality.co.uk, 2023). 

	2. Impressing the guest by ensuring to provide different facilities like welcoming and resolving their issues as soon as possible. 

	As opined by Sturman, et al. (2011), prioritize the task as the big hotel requires fast delivery of services and the front desk may get flooded with requests and issues due to large guest inflow.  
	This strategy is useful and effective as this involves consistency and flexibility. 
	Checking the need and grievances of the consumers and encouraging them to cooperate and report their problems to the reception for gaining a potential solution. 

	3. Being cordial even if I am busy with my other work. 

	Keeping good track of the tasks and time taken by each employee for the completion of the tasks.  Then make an effective strategy to make the task done more quickly.  
	Proper understanding and reflection of the objective and plan have made this an effective plan. Objective understanding can facilitate the organisation and the subordinates to understand their duties and this will in future eliminate any scope for confusion or dilemma regarding the command.  
	Making a to-do list on a daily basis to avoid the circumstances of delays in performing a task. 

	
4. Ensuring good room service along with other factors like hygiene and healthcare team availability. 

	By ensuring regular motivation and training sessions for the employees and staff who are working for the organisation. Basic skill education is also important for the employees like customer management and communication, time management, and task organisation.   
	The motivation and the economic factors in the strategy formation have made this an effective and useful plan. The plan may seem to have a high involvement of capital but significant skill development can facilitate the attainment of a higher level of productivity for the organisation. 
	Launching of a mobile app that can monitor the demand and preference of the consumers and collect reviews that could be utilized further for strategy formation. 

	5. Keeping the employees and the staff engaged with consumers to provide a good customised service to each consumer. 


	Learning about the capabilities of each employee and their field of interest and then allotting them the work according to their specialization to get a better result (Patterson, 2017).  
	Plan reflects efficiency as it is comprehensive and simple. The basic division of the tasks according to the specialised field can be a greater advantage for the organisation in the future to effectively manage various issues that may arise in the specific field.   
	I would try to keep some names and contact details of the employees who can act on behalf of the unavailable employees during any occurrence of leave. 



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: (375 each)

	
Element 1 – Property Management Systems (PMS)


	PMS is a software that can facilitate the various operational activities of a hotel like administration task and reservation management. The important activities of a hotel include front-desk operation, channel management, reservation, housekeeping, occupancy and rate management and payment processing. But the core function of the PMS is to conduct and manage the activities regarding financial transactions and control reservations and may facilitate the conduct of the human resource management and housekeeping factor. This can be easily included that the PMS helps all the main processes that can facilitate a much more smooth conduct of the operations in an organisation which mainly operates under the hospitality sector. The idea for the software was first originated in the 1970s (cr.hilton.com, 2023). This software facilitates the conduct of newly emerging ideas in the hospitality sector and these ideas are crucial for the development of the sector. The Check-in and Check-out process has been a difficult and complicated process for the hotelier and this complexity can be effectively reduced by the introduction of the self-check-in and check-out concept. The technology involved in each sector is crucial for the effective survival of the organisation and as per the report published by Stayntouch in 2022 in its Technology Sentiment report, stated that 8.17 of the hotels in the whole hospitality sector has used at least one type of technology during the pandemic. The introduction of modern PMS has encouraged multitasking through the usage of single software. The PSM if used properly towards the development of the hotel can facilitate the effective management of the data and privacy of the guest and this will reflect confidentiality towards the consumer and their privacy factor and further will result in a high degree of trust creation between the organisation and its consumers. 
The PMS is highly capable of conducting the reservation function of the hotels which is the most crucial function for the hospitality sector. The core functions in the reservation area of the hospitality sector that can be done through PSM are
E-payment of the transaction 
This software can help in the collection of the payments in the online mode. 
Room Booking 
This software could be used to demonstrate the available number of rooms and the facilities that the room has. 
The management of the room allocation and inventory 
Overbooking and double booking could be a potential issue that is faced by consumers on a regular basis and this can be eliminated by the use of PMS. 
Activities booking 
The PMS can benefit from the booking of the extra activities that the consumer may wish to add to their package. 
Management and reservation emails 
The PMS facilitate the reservation of emails and efficient conduct of the email by indicating the confirmation to the guest and this feature is included in the front-desk operations module of the PMS software (hotelowner.co.uk, 2023). 

	
Element 2 – Hotel reputation


	The hotel's reputation can reflect the influencing and monitoring process in which the hotel can be demonstrated in front of its potential consumers and guests. This process includes the proper utilization of the reviews and feedback in the strategy creation along with the creation of engagement and traffic in the social media, making the necessary changes and amendments regarding the optimization of the site of the organisation for searching and similar others. The reputation of the companies that are operating in the hospitality sector is vital for the proper conduct of the business as this will ensure a heavy consumer inflow in the business. Hotels are places where guests share various sensitive and private information along with data and information and the protection of these data is the core responsibility of the hotel. The hotel's reputation acts as assured to the guests on the fact that the information and data would be confidential with them. The review acts as a positive competitive advantage in front of the competitors of the organisation and hence maintenance of good service to get good reviews is important for the sector or the industry as a whole. The hotel's reputation can act as a potential tool if the elements related to effective reputation management are used has been done by the organisation. Some of the ways that can facilitate better management of the hotel's reputation are
1. According to Wood, (2013), staying active on social media and the company website to regularly review feedback and grievance and resolve it as soon as possible to demonstrate a responsible image in front of the consumer base. Regular interaction with the followers and the consumers through various fun tools and activities on a social media platform can be a creative way to reach out new consumer base and retain the existing consumers of the brand.
2. Creating a high engagement strategy for the consumers and initiating interaction in various creative ways. The interaction can create trust, and which can further create high consumer loyalty and increase the consumer inflow in the organisation (bighospitality.co.uk, 2023).      
3. Amending the websites by increasing elements like Discoverability, relevance, and authority. This will improve the consumer experience on the site of the organisation. 


	
Element 3 - Communication 


	Hospitality sector is a service-based industry that can only run efficiently if the employees and the staff are having all the required skills and expertise that is crucial for attaining the full level of consumer satisfaction (hospitalitynet.org, 2023). Effective communication can demonstrate the proper understanding of the job that the employee and the management are performing in a particular field. Effective communication could be considered the core requirement of the hospitality business. Clear and concise communication facilitates the elimination of misunderstanding and misconception which can help in the mitigation of the situation of conflict within the organisation. In the hospitality sector, face-to-face interaction and demonstration of polite and kind body language can create a sense of affability between the staff and the employees of the organisation. Later, they may consider the hotel for their next stay. This loop will be repeated on a regular basis and will result in the creation of consumer loyalty and trust in the company (Hammer, 2016).
The need for effective communication by the staff of the hotel with the guests is high for the hotels as the quality of service and the overall hotel are determined by the level of service and attentive gestures shown by the employees. The visitors of the hotels expect a high level of attention towards their needs and wants. The interaction is a crucial process that determines the effective understanding of the services that the consumer expects to experience from the organisation. The hospitality sector is totally dependent on the fact that how well the organisation has the potential to attain the complex expectations of the guests. This provides the capacity to the staff to build a strong relationship with guests and the business get the reputed earning from that.    

	
Element 4 - Staffing 


	As expressed by Corgel, et al. (2011), staffing is the wider term that includes the process of recruitment. Recruitment is a complex process that can also be considered the most vital process in determining the workforce in the organisation. Staffing facilitates the various other elements that can help in determining the needed skill and job requirements for the vacant positions within the organisation (bha.org.uk, 2023). Staffing is a complex process that includes a variety of steps like job description, job analysis, job specification and job evaluation. The staffing process is also a lengthy process involving critical steps and processes. This process of staffing includes training and development also as the service sector is totally dependent on the fact of how much competence the employees and staff hold within themselves. The development and training sessions help the business to compete in the market with its competitors (Bardi, 2010). The development of the employees is not the personal benefit that is being provided to the employees rather this is important for the growth and survival of the business in the market. The core five types of training in the hospitality sector are:
1. The apprenticeship, which is given to the young employees in the organisation. 
2. Simulation, this training is concerned with the travel industry. 
3. Certification is the type of training that facilitates the obtainment of the certificate on the professional course by simply gaining a passing mark. 
4. Corporate required training is done to upgrade the existing employees with the ethics, culture, and support seminars on behalf of the company. 
5. On-job-training is the type of training that is concerned with the development of      knowledge by providing them training on the new type of system that has been introduced by the company. 
The staffing is done by the human resource management of the company and the human resource is not only concerned about filling the workforce requirement in the organisation rather this department is also liable for meeting the on-job requirements of the employees (Fallon and Rutherford, 2010). The performance appraisal could be a crucial step towards the success of the proper maintenance of the workforce of the organisation. People tend to contribute more when they get monetary motivation and this can enhance the service quality that the hospitality sector provides. 
Apart from all these elements, human resource planning and strategy formation is the potential way to understand the desired level of candidates who are eligible for the vacancy. As per Hotel front office management, (2011), the planning also involves selection or laying off or planning for the development of the organisation. 
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