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	A hotel’s front desk is one of the key functional departments in the hospitality industry as it directly faces the customer. The delivery of quality service highly relies upon the front desk job role as they create a brand impression and recognize the customer's expectations and preferences during hospitality services (Ekhsan et al., 2020). Successfully executes the front desk job role there are various skill sets like communication, interpersonal skills, professional appearance, problem-solving, organisation, computer literacy and multilingual skills. 
Communication skills: This skill is mainly associated with effective interactions with the guests and teams in order monthly deliver hospitality services. It is the front desk staff needs to have verbal and written communication in order toto guests through mail or personally (Olimovich et al., 2020). Through effective communication skills, a front desk employee can successfully direct the guests about the local attractions or the hospitality services through which their stay can be enhanced. Most essentially, they can align their other staff with the guest's preferences during their stay leading to quality hospitality service delivery. 
Interpersonal skills: This skill is associated with how an individual interacts with others. Is front desk staff needs to develop interpersonal skills as it facilitates them to effectively understand guests’ queries and offer them their best hospitality services (Carlisle et al., 2021)? Interpersonal skills help front desk staff to become good listeners, provide clear information, engage in active listening and be more empathetic to guests. It helps them understand and resolve the conflicts of issues that are affecting their guest's stay and enhance their hospitality experiences. 
Professional appearance: It is associated with maintaining professional attributes and gestures in dealing with guests and offering hospitality services. It is essential for front desk staff to maintain a professional appearance because they are the first person with whom the guest interacts, and an unprofessional attitude can create a negative impression for guests. Guests feel more comfortable and enthusiastic to share their concerns and needs witnessing staff with a strong professional appearance (Blundell et al., 2021). This is mainly because it depicts a sense of responsibility and better delivery of duty of care for the hotel guests. 
Problem-solving: It is mainly associated with overcoming the issues and complications that the guests face during their stay in the hotel. Front desk staff should be proactive in promptly overcoming the issues and offer the most suitable alternative to overcome the problem. Problem-solving skills are essential for a front desk job role even in dealing with staff in order toting schedules in check and introduce a new file management system (Graham et al., 2020). Through effective problem-solving skills, they should be able to prioritise tasks and issues and promptly address errors and offer the most effective course of action for guests. 
Organizational skills: Sometimes a front desk job role encounters the issues of piles of paperwork which is vulnerable to various mistakes and errors during hospitality services. Thus it is front desk staff needs to have detail-oriented and organisation skills for multiple tasks and measure their progress (Kim et al., 2021). Organisation skill facilitates them to maintain a tidy and tidy and successfully execute complex workplace procedures and processes through which the hotel guest can experience quality services. 
Computer literacy: An employee can effectively use and operate computers and soft tools through which a task can be timely and accurately completed. The front desk staff should be fluent in computer operations because most hotel bookings are done through digital platforms like hotel booking websites and apps (Lee and Ma, 2020). The front desk staff should be active in continuously checking the digital booking and guest preferences and systematically maintain a pile of records and timely complete the associated tasks. 
Multilingual skills: It is associated with the ability of an individual to speak multiple languages which is highly essential for hotel front desk staff to deal with guests speaking different languages. Multilingual skills help front desk staff to effectively communicate with different types of guests and offer a sense of belongingness and ease of communication (González and Almeida, 2021). It is an essential skill for the front desk staff as it helps them not only attract new guests but also retain their international guests.  
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Component two – Practical Task
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This component mainly focuses on developing an action plan to effectively execute the front desk job role during a crisis. 
“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?”
	Outcome

	Firstly, I would ensure that the housekeeping staff have timely visited and cleaned the lobby, reception area and the entire vacant rooms. This is to ensure that when a guest first visits the premise, they view a clean and hygienic environment.
	Firstly, a briefing will be provided to each staff and employee at the starting shift timings. In this briefing, the key tasks and the guests will be preferred who will be focused on initially. 
	Firstly, it highly focuses on offering customized services to the guest through which cleanliness and hygienic expectations of guests can be met. This plan helps the guest to ensure their quality and safe hospitality service delivery. 
	Firstly, I would focus on developing a pre-defined schedule and plans that need to be conducted daily so that the staff stick to the daily procedures.
	Having fostered such initiatives I can say that I will have a positive outcome as it will shape my understanding of the housekeeping staff and will even be able to perform my job roles and responsibilities effectively. Due to the encouragement of a pre-defined schedule, I will be able to reshape my organisational skills and will be able to follow the schedule without any delay. 

	Secondly, I would ensure that all the front desk staff are professionally groomed and are keen on offering support and services to the guests. Any absenteeism and absconding of the staff will be immediately replaced with other staff to fill the vacant shifts. 
	Secondly, the front desk staff will be evenly distributed in different shifts with comfortable shift timings. These staff will be managed in such a manner that there is sufficient staff every time. 
	Secondly, all the tasks are well prepared in the initial stage. This will ensure that the staff are well informed about the available services that can be offered to the guests during or before their stay in the hotel. 
	Secondly, the initial briefing will be mandated for each employee during their job role to ensure that timely information will be provided to each member of staff and employee. 
	The outcome after ensuring the grooming of housekeeping staff will enable me to be responsible for my roles and responsibilities. Having fostered those approaches, I will benefit from it as the initial briefing will aid in understanding the roles of employees. 

	Thirdly, I would ensure that the track records of the availability of rooms, check-in and check-out will be properly maintained. Any guests will not be stranded or be kept in the queue to get their room bookings. 
	Thirdly, all the upcoming bookings, current guests and check-out guests will be separately managed. The upcoming bookings will be compared with the current and checkout guests to ensure room availability before the guests arrive. 
	Thirdly, this plan will minimize the risk of issues like delays in offering the rooms to the guests and making them wait until their rooms have been prepared. This plan will help the staff to minimise the risk of guest dissatisfaction or a delay in service delivery. 
	Thirdly, the absenteeism and absconds of the employees will be daily tracked and the consistent employees will be prioritized and delegated for the hospitality job role. 
	Management of the upcoming bookings, current guests and check-out guests will enable me to carry out the activities smoothly without any confusion and even minimise the issues related to it. 

	Fourthly, I would ensure that the housekeeping staff are continuously available to receive guests and transport their luggage to their respective rooms. At least 2 housekeeping staff will be kept on standby to respond to the crisis or uncertain situation in service delivery to the guests. 
	Fourthly once any guests check out the additional housekeeping staff will be required to promptly clean and prepare the room for the next guests. The housekeeping staff will be ordered to thoroughly clean those rooms and create a hygienic atmosphere for the guests when they arrive. 
	Fourthly, this plan will offer clear and informed roles and responsibilities for every member of staff due to which a lot of time for revising the plan and distributing responsibilities can be minimized. This will minimize managerial engagement over a repeated task and promptly deliver quality services. 
	Fourthly an effective communication plan will be incorporated where each staff member can be timely informed about any crises in real-time. 
	The practice of overseeing the cleaning procedures will enable me to keep the hotel clean and gain a positive impression from guests. 

	Lastly, the menus for the meal, beverages and the additional facilities for the guests will be made readily available to proactively present them to the guests. All such facilities will be provided in each room and at the front desk so that the guests can discuss and make their bookings. 
	Lastly, all the available facilities will be checked and reviewed at the beginning of the day to ensure that the guests do not experience any issues while consuming those services. 
	Lastly, this plan does not include any additional tasks or services that can cause the issue of employee burnout. This plan focuses on effectively executing the existing job role of the employee and their job role is executed only in a timely fashion with high accuracy. 
	Lastly, the employees and staff will be allowed to contribute their innovative and creative solutions based on their experience to offer effective and quality hospitality services to the guests. 
	As all the facilities proceed are checked from initiation to closing it will enable me to ensure no difficulties faced by the guest.  
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Component three – Portfolio
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“Describe the key elements that are required when considering these four elements of hotel operations”?
	Introduction
This component focuses on identifying the key components of essential elements of hotel operations. Feasible studies of various elements of each hotel operation element will be feasibly analyzed in this component. 

	Element 1: Property Management System

	The key elements of PMS are reservation, room management, revenue management and report and analytics through which hotel operations can be successfully managed. 
Reservation: It consists of sending information to the front desk about the bookings and availability which are either done online or in offline mode (Chalupa et al., 2021). The key functions under the reservations are room bookings, E-payment processes, room inventory and allocation, reservation emails and booking activities to offer accommodation to guests. For instance, considering the check-in and out of all the hotel reservations is one of the key functions. 

Room management: It is associated with the role of the front desk manager to update room status, reservation, guest check-ins and out and the payment process. It concerns the process of checking room status, key management, conducting daily audits and reviewing the in-room controls through which PMS can be successfully managed. Ensuring the cleanliness of the room can be viewed as an example of room management. 
Revenue management: It is associated with the use of various PMS techniques like Revenue per Avail Rooms, Average Daily Rate OTA and GDS integration to maximize hotel revenue (RAJA et al., 2020). It helps the managers to increase the overall room revenue by analyzing the forecast occupancy rate and determining the need for raising or lowering the inventory prices. Managing the overall finance of the hotel can be seen as an example of revenue management. 
Report and Analytics: It is an essential business intelligence tool that helps the manager to collect relevant data and generate automated reports. It helps the managers to generate audit reports, tax and room profit reports, shift audits, and arrival/departure and housekeeping reports for effective PMS procedures (Mathews et al., 2022). 

	Element 2: Hotel Reputation

	It is an essential element of a hotel operation as it maintains a competitive edge of a hotel. The key elements of the hotel's reputation are digital media engagement, real-time engagement, technology integration and pre-stay service. 
Digital media engagement: In the contemporary market scenario the hotel business needs to remain active on digital platforms like social media (Rezvani and Rojas, 2020). It helps them to continuously inform their goodwill and offer their new products and services to potential customers in the hospitality industry enhancing their market reputation. Ensuring the effectiveness of fostered digital tools can be seen as the engagement of digital media as the hotel must maintain its digital platforms (Habib et al., 2022). 
Real-time engagement: It is essential for hotel businesses to continuously engage with potential consumers in real-time through surveys or comments on social media channels. This will facilitate the hotel businesses to understand their customer’s pain points and improve their service as per the customer’s preferences which can enhance their reputation. 
Technology integration: It is associated with the use of the latest tools and technologies like AI, automation and robotics to offer customized services to potential guests (Mohamed, 2021). This will help them to remain updated with the technological trends to offer standardized hospitality services to guests that can potentially enhance their reputation. 
Post-stay service: Hotel businesses need to focus on post-stay service to enhance their market reputation as it facilitates them in retaining their existing consumers (Šerić and Mikulić, 2020). Offering post-stay service will facilitate them to optimise their brand awareness through exchanging feedback and improving their services leading to a positive market reputation. 

	Element 3: Communication

	Communication is an essential element in the hotel business as it is associated with the transfer of ideas and concerns among the staff and guests. The key elements of communication in hotel businesses are sender, idea, receiver, encoding and feedback. 
Sender: They are usually the speaker during a communication process (Reza et al., 2020). The hotel staff should ensure that they offer clear and concise messages to the guests to ensure that they thoroughly understand the services offered to them.
Receiver: They are the listener during a communication process. The hotel staff should ensure that they are an active listener who understands the key queries and expectations of the guests while communicating about the hotel services. 
Idea: It is the key subject matter that is being communicated between the sender and receiver (Xiang et al., 2022). The hotel staff should ensure that the key subject matter is well understood by the guests and have clarity in the hotel services that are offered to them.
Encoding: It is a process of using tools or gestures to offer clarity of the subject matter during a communication process. The hotel staff should ensure that they use the brochure or show the rooms and services to the guests to effectively convenience guests about their services. 
Feedback: It is usually the concerns or reviews of the guest during their stay in the hotel (Kim and Yang, 2021). It is essential for the hotel staff to positively respond to the guests' reviews and offer them constructive instructions regarding their hospitality services. However, hotel organisations like premier inn maintain the flow of communication by using key elements of communication in hotel businesses are sender, idea, receiver, encoding and feedback ( Dev et al., 2022). 

	Element 4: Staffing

	Staffing is the process of workforce planning in the hotel business and its key elements are workforce planning, recruitment, development and promotions. 
Workforce planning: It is a qualitative and quantitative measurement of the available skills in an organisation (Yick et al., 2020). The management in the hotel business should ensure that they plan their workforce allocation and accumulation to overcome the current skill gaps and develop a productive workforce.
Recruitment: It is a process of hiring and accumulating a skilled and talented workforce who can offer quality services to hotel guests. The management in a hotel should ensure that they recruit the best talents with effective professional attributes who can offer the best customer satisfaction. 
Development: It is associated with the continuous improvement of the available workforce to enhance their efficiency and productivity (Ushakov et al., 2020). It is essential for the hotel management to continuously provide them with training to uptake their skills and enhance their professional job role in the hotel. 
Promotions: It is a process of offering career growth opportunities for the staff to motivate and engage them in their job role. Hotel management needs to offer timely promotions for their staff to enhance their long-term loyalty and create a stronger workforce. 

	Conclusion
This component has successfully analysed the key elements of the Property Management System, hotel reputation, communication and staffing process in a hotel operation. Each element was studied to be crucially essential for the effective execution of the job role in the hotel operation. 

	Word Count
	1000


[bookmark: _heading=h.17dp8vu]
[bookmark: _heading=h.3rdcrjn]References
Blundell, R., Cribb, J., McNally, S., Warwick, R. and Xu, X., 2021. Inequalities in education, skills, and incomes in the UK: The implications of the COVID-19 pandemic. Institute for Fiscal Studies, pp.1-42.
Carlisle, S., Ivanov, S. and Dijkmans, C., 2021. The digital skills divide evidence from the European tourism industry. Journal of Tourism Futures.
Ekhsan, M., Badrianto, Y., Fahlevi, M. and Rabiah, A.S., 2020, February. Analysis of the effect of learning orientation, the role of leaders and competence to employee performance front office of the Sultan Hotel Jakarta. In 4th International Conference on Management, Economics and Business (ICMEB 2019) (pp. 239-244). Atlantis Press.
González-González, T. and García-Almeida, D.J., 2021. Frontline employee-driven innovation through suggestions in hospitality firms: The role of the employee’s creativity, knowledge, and motivation. International Journal of Hospitality Management, 94, p.102877.
Graham, D., Ali, A. and Tajeddini, K., 2020. Open kitchens: Customers' influence on chefs' working practices. Journal of Hospitality and Tourism Management, 45, pp.27-36.
Kim, Y.R., Williams, A.M., Park, S. and Chen, J.L., 2021. Spatial spillovers of agglomeration economies and productivity in the tourism industry: The case of the UK. Tourism Management, 82, p.104201.
Lee, C. and Ma, L., 2020. The role of policy labs in policy experiment and knowledge transfer: A comparison across the UK, Denmark, and Singapore. Journal of Comparative Policy Analysis: Research and Practice, 22(4), pp.281-297.
Olimovich, D.I., Bakhtiyorovich, T.M. and Salimovna, N.G., 2020. Improving personnel training in the hotel business. Academy, (2 (53)), pp.18-19.
Buhalis, D. and Moldavska, I., 2022. Voice assistants in hospitality: using artificial intelligence for customer service. Journal of Hospitality and Tourism Technology, 13(3), pp.386-403.
Calinaud, V., Kokkranikal, J. and Gebbels, M., 2021. Career advancement for women in the British hospitality industry: The enabling factors. Work, Employment and Society, 35(4), pp.677-695.
Choi, M. and Choi, Y., 2021. Employee perceptions of hotel CSR activities during the COVID-19 pandemic. International Journal of Contemporary Hospitality Management, 33(10), pp.3355-3378.
Gebbels, M., Pantelidis, I.S. and Goss-Turner, S., 2020. Conceptualising patterns of career commitment: the leaving process in hospitality. International Journal of Contemporary Hospitality Management, 32(1), pp.126-147.
Sann, R. and Lai, P.C., 2020. Understanding homophily of service failure within the hotel guest cycle: Applying NLP-aspect-based sentiment analysis to the hospitality industry. International Journal of Hospitality Management, 91, p.102678.



Chalupa, Š., Petříček, M. and Ulrych, Z., 2021. The use of business process management in hotel direct sales improvement.
Dev, C.S., the International Centre for Hotel and Resort Management at the University of West London.
Habib, S., Hamadneh, N.N. and Hassan, A., 2022. The Relationship between Digital Marketing, Customer Engagement, and Purchase Intention via OTT Platforms. Journal of Mathematics, 2022.
Kim, B. and Yang, X., 2021. “I’m here for recovery”: the eudaimonic wellness experiences at the Le Monastère des Augustines Wellness hotel. Journal of Travel & Tourism Marketing, 38(8), pp.802-818.
Mathews, S., Prentice, C., Tsou, A., Weeks, C., Tam, L. and Luck, E., 2022. Managing eWOM for hotel performance. Journal of Global Scholars of Marketing Science, 32(3), pp.331-350.
Mohamed, E.S.A., 2021. The Impact of Customer Experience and Relationship Quality on Corporate Reputation in the Hotel Sector. International Journal of Customer Relationship Marketing and Management (IJCRMM), 12(2), pp.53-79.
RAJA OMAR, R.N., Nik Hashim, N.A.A., Zain, E.N.M., Ramlee, S.I.F., Abdul Halim, A.F., Mohd Rohzi, A.F., Nor Azlin, M.H.A. and Wat Mat, W.M.N., 2020. Factors That Influence Online Behavior In Purchasing Hotel Rooms Via Website Among Tourists. European Journal of Molecular & Clinical Medicine.
Reza, S., Mubarik, M.S., Naghavi, N. and Rub Nawaz, R., 2020. Relationship marketing and third-party logistics: evidence from the hotel industry. Journal of Hospitality and Tourism Insights, 3(3), pp.371-393.
Rezvani, E. and Rojas, C., 2020. Spatial price competition in the Manhattan hotel market: The role of location, quality, and online reputation. Managerial and Decision Economics, 41(1), pp.49-63.
Šerić, M. and Mikulić, J., 2020. Building brand equity through communication consistency in luxury hotels: an impact-asymmetry analysis. Journal of Hospitality and Tourism Insights, 3(4), pp.451-468.
Ushakov, R.N., Kryukova, E.M., Khetagurova, V.S., Mukhomorova, I.V. and Zelenov, V.V., 2020. The efficiency of hotel management. Training of specialists in the hotel industry field. Journal of Environmental Management & Tourism, 11(2 (42)), pp.388-395.
Xiang, K., Huang, W.J., Gao, F. and Lai, Q., 2022. COVID-19 prevention in hotels: Ritualized host-guest interactions. Annals of Tourism Research, 93, p.103376.
Yick, M.Y.Y., Köseoglu, M.A. and King, B., 2020. Gazing at hotel guests: Deconstructing elements of the host-gaze. International Journal of Hospitality Management, 87, p.102508.
Zamyatina, N.A. and Solntseva, O.G., 2020. Hotel tech ecosystem: adaptations to online distribution. In Scientific and Technical Revolution: Yesterday, Today and Tomorrow (pp. 194-204). Springer International Publishing.
1

image1.png
P Prifysgol Cymru
2% N Y Drindod Dewi Sant

¢ University of Wales
Trinity Saint David




