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Whilst working in Hospitality Industry, 13 years’ experience, I have find out that Hospitality Industry in general, it seems there is a mismatch between graduate skills competence and competence required by potential employers. (Anon., n.d.) Hotels in particular need a lot of qualified of people with many different skills, some of the skills that employers look for are employees with 
· Good interpersonal skills, 
· Maturity
· Willingness to work
· Self-confidence to demonstrate good judgement
· Trainable
· Good thinking
· Communication skills
· Computer skills
· Empathy and Social skills
· Problem Solving
· Time Management
· Leadership Skills
· Resilience
· Creative skills
· Show initiative
· Able to work as a team or independent on some tasks.
It seems some employees acquired their skills through vocational training they had in external training centres, colleges  or universities. Also, to address the problem of lack of skills required by the industry, most hotels front desk clerks receive orientation and training on the job. It does not matter whether new employees or employees promoted from within based on their performance ratings by their supervisors, they receive same training. The training that they receive includes explanation of job duties and information about the establishment, location of guest or staff facilities such as ice and vending machines and restaurants.  Also interpersonal or customers service skills and how to use computerised reservation, room assigning, and billing systems and equipment. Typically, Desk clerks receive instructions on new procedures and company policies after their initial training ends. (Bareua of Labour Statistics, 2018). 
In addition to that, research has shown that clear, oral and written communication, collaboration and problem solving skills are in high demand by employers for front desk staff. (Watanabe-Crockett, 2016)

If hotels employ people with key skills required, this can boost their:
· Reputation
· Improve communication
· Improve performance
· Easy for employees to comply with regulations
· Retain Staff
· Develop good customer relations
· Boost their revenue since happy customers will rebook again and again

I have also discovered that, In many countries, it seems there guidelines or standards of competence expected in work places. They are benchmarks created by the industry that are used to establish levels of effective performance in tourism related workplaces. They provide a framework to suit all stakeholders for example Industry, Governments Departments, Training Providers, Trainees, Human resources departments, etc. regardless of location and size. Benchmarks are designed to meet specific need of the industry.

So in order to recruit or pick good candidates to train or cross training, human resources assistants must be able to interact and communicate with individuals at all levels of organisation. In addition, they should be able to demonstrate poise, tactfulness, diplomacy, and good interpersonal skills in order to handle sensitive and confidential situations. Human resources can also focus more on rewarding effective productive employees ensuring good health and satisfaction of employees. When employers employ or have skilled employees their potential becomes visible through performance. Knowledge and abilities are successfully applied to a tasks when solving problem. (Walter, 2014). 
Although, some people think that hotel front desk role is not very important, the front desk remains the principle point of contact for guests at most properties, it is the face of hotel and hospitality, crucial to providing the ideal guest experience and sensitive to cyclical swings in the economy. For example after a survey, Marriot International, found out that they had nine help desks that were not providing the level of satisfaction required by their business partners. After this Marriot IT Team department offered a crash course for all their front desk reservation system and revenue rose up by 20%.  (www.cio.com, n.d.). 
It is better to know when the customers are not satisfied so that action can be taken to rectify the situation because it is important to note unhappy customers may share information with other family members or friends leading to bad publicity. To keep competence level very high, even Ritz Carlton, front desk employees are allowed to spend up to a $1000 to take care of dissatisfied customers, if there are any. (Reid, 2001) and in addition to that, Satisfaction standards Hilton Hotels Corporation seems to have spent 2 years developing a chainwide quality assurance program for its 270 plus franchised to keep their standards high from housekeeping to the front desk team. (Tschohl, 2019)
Grooming the future hospitality leaders is not easy, however the ability to identify the skills and competencies required for tomorrow’s industry leaders still remains main priority for companies that hope to remain competitive for example Marriot International and Hilton International.
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	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?


	· Treat your customers well and get to know them
· Treat your customers with respect
· Continue to focus in satisfaction
· Avoid mistakes
· Keep your promises



	· Have a meeting with colleagues 
Regular meetings helps keep things running smoothly. Problems or concerns which may cause issues can be addressed working together as a team finding solutions.

· Communicate clear authority
Since the manager has called in sick, make it known who you are, introduce myself to the team, make sure that you will lead the team until the manager comes back.

· Delegate tasks accordingly
Team needs to know who is doing what, where, when, how and why they need to what they have been asked to do.

· Continue to monitor progress on each allocated task given to each team member.  If they need help, then team leader or manager should be able to help in many ways.

	The very process of planning is a creative one. It allows our thoughts and ideas to develop, and for us to dream of what could be. Essentially, a  plan should facilitate a commitment to take action, and it requires a strategic approach. A good plan will not only help us be more productive, it will also enable us to embark on new ventures and to make significant changes in life.
The plan that has been put forward is effective because:
· Provides clarity on what we are supposed to achieve, able to follow up on assigned tasks and take action if needed.
· When employees have clear understanding on what they are supposed to, this motivates them since they know exactly what needs to be done and keeps procrastination at bay unlike if they have no idea at all. 
· Clear effective plan promotes good intentional attitude that is positive and focused moving forward in a particular direction towards a clear goal.
· Plan reduces the time it takes to think options or informed choices that allows them to make considered decisions. 
· Plan has reviews built in to help reflect on progress.
· Provides accountability which a good ingredient to success because it provides motivation, focus and reason to take action.
· If there is a plan it helps employees save time on starting assigned tasks or make changes if they have to.
· It enables us to embark on new ventures and make significant changes in life and help us be more productive
 If there is a plan and is put into practice or actioned effectively this can help team achieve their goals as planning is key to success.


	A useful business contingency plan outlines what steps to take to ensure quick resolution if there is problem. A great contingency plan should have: 
· Clear understanding on what sets then plan in motion so in this case a key team member is absent. 
· Possible risks or effects that this contingency has caused figuring out what issues might be disruptive.
· Immediate course of action to mitigate effects. Schedule a meeting with all stake holders.   
· Make sure the team understand their roles and responsibilities
· Delegate or assign tasks accordingly
· Check tasks against resources and any concerns
· Who to contact if team members need help. 





If there are any issues they need to resolve them as soon as possible because if represented well customers seem to share their experiences with their friends, family or colleagues so it is important to keep higher standards of service, this can in boost revenues when they rebook. If there  are any issues then they need to retrain staff.
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Element 1 – Property Management Systems (PMS)


	[bookmark: _Hlk128495213][bookmark: _Hlk128496306]
Property Management System (PMS) is designed to meet varied requirements of any hotel such as handling reservations, checking guests in and out, assigning rooms, handling customers’ requests, inventory and automating back office functions, accounting and billing however there a many factors to consider when choosing systems to implement. (Kumar, 2015)
· Mobile access. The ability to gain access key features by staff or managers using laptops, tablets, personal digital assistants, smart phones or other devices. Staff especially front desk can communicate with housekeeping when rooms are ready, maintenance tasks progress and customers or guests making a service request. Managers can access reports, remotely monitor operational performance and measure staff -productivity. (Maniar, 2014)

· Usable. Hotel Property Management System should be easy to use. The interface should be intuitive and Screen should laid in logical and easy to use to understand format incorporating quick feature icons and drag and drop capabilities, reducing learning curve  and social collaboration tools that can stimulate increased staff engagement and interaction while also enhancing guest services delivery. (Maniar, 2014)

· Customisable. Every hotel specification is different, some may require significant degree of customization to suit customers’ needs especially when business is growing or expanding (Maniar, 2014)

· Property management system that can be used by visually impaired and adaptable hardware and software to help disabled employees so make sure that the system is available and accessible. 

· Secure: Only users with permission should be allowed to use the system. Property management system must have  components that represent fundamental objective of information security which are confidentiality, integrity and availability. (Neil, 2018)

· Scalable: Property Management System that provides predictable increase in selected system properties just in case they add new rooms or services especially when they have many users or business is growing  properties. (Pradeep Kumar Singh, 2020). 

· Maintainable and Manageable: Property Management System can be modified, corrected and improved for example faults.  (Ibrahimovi?, 2017)







	
Element 2 – Hotel reputation


	[bookmark: _Hlk128495753]In hotel industry reputation is regarded as the key factor to succeed and also key way of enhancing revenue by the trust from potential clients and naturing relationship with past clients. A positive perception of brand is paramount in order to impact sales and thus maximise revenue. This is mostly reflected in reviews so businesses have to try to manage reputation by 
Some of the key elements that are required when considering Hotel reputation of hotel operations are:
· Brand related mentions
· Satisfied customers
· Social media monitoring
· Stay ahead of the competition.
· Constantly reviewing monitoring.

Trained or skilled staff members are needed to
· Monitor business reputation
· Follow device response plan
· Handle negative comments
· Negative reviews
· Build on positives 
· Follow through and measure results.








	
Element 3 - Communication 
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Internal communication in the hotel industry involves managers communicating information to their employees to ensure they have the information that they need to perform their jobs and meet guest expectations.
Strong hospitality communication skills are essential in any customer-facing role, but they are especially important in the tourism industry.
The elements required to be effective are 

Trust

In Hotel Industry it is important to good communication. If there is good communication between customers and management, customers will continue to book again and again. This  also helps them keep hotel image as this helps customers to trust even through online bookings.


Respect

If staff members are their best source of motivation if they are treated with respect being one the elements of communication in hotels industry. In addition to that is very important since it helps build a team that works towards a common objective and always have a team to do what they have been asked to do so Respect is important element in communication. A good manager with good communication skills can change an average employees to an outstanding achievers. Although it is not easy to measure the effectiveness of communication tools  in business world or academic due to the complexity of the process it is believed when an organization or company has employees that respect each other first it is also easy for them to treat their customers with Respect when communicating with them whether verbal or non-verbal. (Chesser, 2017) 

Understanding is also an important element of communication in hotel operations especially when responding to staff or customer queries even new digital algorithm, chatbots which responds faster, less expensive or more credible in syndication of news in blogs or media. (Joachim Klewes, 2016). If level of understanding is good, it is faster and easier to communicate with each other even customers unlike if there is low understanding level, this may lead to more buck passing even hindering implementation. (Jan Frick, 2012)

Empathy

Perspective taking is related to and key aspect in human communication and since empathy seems a good element in operational communication in any businesses so the latter is good guide to successful social interactions, effective communication and pro social behaviour. (Argye E. Hillis, 2019)

Resolution
There are many strategies that can be used to resolve or minimise conflicts when communication misunderstands occur. Conflict resolution strategy is also a communication element that hotel operation need. Strategy involves active listening, asking questions, recognising differences, open body language and emphasizing relationship with that person. When the other person recognises this, this can change whole aspect or ending. 
(Neil H. Katz, 2021).








	
Element 4 - Staffing 


	
Businesses need staff, however recruitment for staff for relevant job descriptions can be a complicated process.  (Josef Ransley, 2022)
There are many elements that are required when considering staffing in hotel operations. Some of these elements are:
· Recruitment
The process of finding people to work for a company or become a new member of an organisation or company. Most research into effectiveness of recruitment and selection concentrate on selection techniques used in the final stages of the process. 

· Selection, Placement and Training
This is important because this is when recruitment staff choose the best or most suitable using acquired knowledge and skills from their training. Staff are able to design, build, implement and evaluate tools and practices needed for accurate , legally compliant, ethical, and methodological sound job analysis and evaluation as well as the assessment of candidates throughout recruitment and finally selection.(Ordóñez de Pablos, 2022) and The industries’ rapid evolution provides career seekers with tremendous opportunity and unique challenges and gives young students a head start in charting their future in hospitality.   (Dennis R. Reynolds, 2021)

· Development
· Promotion
· Transfer
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