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Introduction
As per the opinion of Bardi, (2010), in the hotel sector, the front desk official plays a vital role in greeting guests in an efficient as well as courteous manner. Apart from it, the front office professional also plays a crucial role in managing the check-in as well as the check-out process of the visitant, answering the questions as well as requests. They are also accountable for managing the guest bookings as well as reservations and keeping a tidy as well as orderly workspace (Corgel, et al., 2011) In this context the primary abilities required to function at the hotel front desk are discussed in a reflective manner.

As analyzed by Adeani, et al., (2020, p. 140), the main qualities that are required to successfully progress as a front desk professional are evaluated with the assistance of reflective model Gibbs Reflective Model. It is denoted as one of the famous cyclical models that are divided into six stages like description, feelings, evaluation, analysis, and conclusion and action plan.
 
Description 
Describe how you will be able to apply theoretical knowledge whilst working in the industry. 
It determines the first stage of the Gibbs Reflective Model and it discusses the situation in a detailed manner (Yaacob, et al., 2021, p. 710). I was working as a front desk intern with Cardiff Marriott and operating there helped me to learn about my efficient capabilities and the abilities which I lack.  For instance, I believe that building these skills can assist me to be successful in the hotel industry as a front desk associate in the future. As cited by Hammer, (2016), the inculcating of communication ability can encourage speaking with the visitor and answering their enquiries regarding reservations as well as bookings. I have the opinion that my strong active listening ability can guide me to listen properly to the customers and feel valued so that they continue to visit the hotel as well as add to their increased profit margin where I would function as a front office associate.  

Industry examples and where applicable experience.
Feelings
It resembles the second step of the Gibbs Reflective Cycle and it explores the thoughts that took place during the experience. I have a conception that while functioning as an intern at Cardiff Marriott I realized that I have effective problem-solving capability which encourages mitigating the payment issue and conducting flexibility in the system for the visitors. Therefore the feeling was good but I felt a bit low on confidence due to my lack of computer literacy potentiality. The absence of it restricted the ability to create and handle the visitor's database as well as the account in a systematic manner leading to the poor review of the customers of the hotel (Solomon, 2018) Therefore my colleagues helped me as a front desk intern in Cardiff Marriott to mainly coordinate the guest service
Evaluation
As depicted by Tesone, (2015), it denotes the third stage of the Reflective Cycle and it gives a chance to evaluate the things that functioned well as well as those that did not go well during the situation. I have a perception that the cooperation from the staff of Cardiff Marriott while interning with them was good which encouraged me to ensure customer satisfaction. The realization of the fact that I have two efficient abilities such as active listening and problem-solving grew the confidence that I can prosper as a front desk associate in the future. I felt bad during my intern days at Cardiff Marriott that the absence of my communication and computer literacy abilities led to low ratings from the visitors.   

Analysis
Why the topic is important in the hospitality industry.
It illustrates the fourth step of the respective reflective model and it gives a chance to make sense of what really happened during the experience. I have the conception that active listening ability is essential for a front desk professional in the hotel industry because it assists in paying attention to the demands of visitors and fulfilling them in order to get a good review as well as retain the position. The adaptation of communication, as well as computer literacy abilities, is essential because it assists in maintaining effective coordination with the customers recording their crucial data (Tewan, 2009).  The absence of it lowered my confidence during my intern days which did not go well.    

Conclusion
It explains the fifth step of the reflective cycle and summarizes the learnings from the situation. The knowledge adapted as an intern was growing in communication as well as computer literacy ability to prosper as a front desk associate in the upcoming times. 
Action Plan

	Areas of development 
	Specific
	Measurable
	Attainable
	Relatable 
	Time Bound

	Communication 
	Constant listening and being specific can encourage to improve it. 
	The improvement can be measured by setting KPIs. 
	It can be attained by constant interaction on G Suite and video conferencing 
	The upgrade can assist me to coordinate and handle visitor issues in the hotel industry. 
	6 months 

	Computer Literacy 
	Practising various shortcuts can enable me to upgrade this. 
	The analytical test can assist in measuring the improvement.
	Attaining various computer courses can help in refining it. 
	It can guide me to create and recording the database of the visitors in the hotel sector. 
	8 months 


 

Conclusion 
Therefore it can be concluded that the front desk associate plays a crucial role in creating guest databases and handling in-house communication. It can be assessed that the qualities that are required to be a successful front desk associate in the future are analysed in a detailed manner by sharing a personal experience through Gibbs's Reflective Model. 
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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 a quick resolution of this scenario in the future?


	Post Booking Interaction


	In order to flexibly execute the hotel functions I would build a good relationship with the customers and provide valuable data by setting clarity in the tone.  
	A sense of trust as well as belongingness can be built among the guests. 
	Creating a team for sharing crucial data with the visitors regarding the hotel so that they can deal in critical times. 

	Provision of complementary services


	I would provide a few free services in order to attract visitors. 
	This way a strong customer base is built adding to the increased profit. 
	The clarity in conveying the visitors regarding the complementary services during registration is necessary. 

	Providing multiple interaction medium


	The easy accessibility of PMS, as well as the CRM system, can encourage visitors to personalize their text messages in order to retain the confidentiality of the data of the customers. 
	A smooth and flexible flow of interaction can be attained. 
	The inclusion of technology like AI can assist in managing multi-communication mediums. 

	Implementation of in-room technology


	The provision of smart keys can assist visitors to open the doors of the room with a simple click.
	It is one of the best ways to attract high-class consumers. 
	A proper investment is needed to make the aim successful. 

	Being proactive in services 


	The quick solving of the issues can help to be proactive in providing services. 
	It is one of the best ways to attract customers and retain them as repetitive visitors. 
	The use of improved technology can help to fulfil the way. 



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)


	
As stated by Johnston, (2012), the Property Management System is also known as the hotel operating system that mainly provides a centralized computer system to systematically organize, schedule as well as operate the day-to-day functions as well as transactions included in the accommodations trading.  The PMS has expanded the efficiency of the hotel sector by making it feasible to update as well as consult centralized records from several computers as well as devices. PMS plays a vital role in making the tasks like booking, check-in and check-out, telephone systems and point-of-scale integration in an automatic manner (Bardi, 2021). Apart from it, in the hotel industry, it also plays a crucial role in the planning of the event, ensuring efficient food as well as beverage costing and safeguarding the inventory supply management. In recent times the hotel sector utilizes on-premise/server-based PMS, Hybrid Cloud Hotel PMS and Web Native Cloud Hotel PMS. The server-based PMS is accessed through desktops and therefore in order to implement this the hotels invest more in hardware, servers as well as license fees. The hybrid Cloud Hotel PMS is hosted through a web browser and is utilized by the hotels to retain their market share. As opined by Popovic, et al., (2019, p. 97), the Web Native Cloud PMS can be operated from anywhere through a private or public cloud.  The emergence of the Cloud Based Hotel PMS encourages the hotel industry to offer scalability and eco-friendliness in the provision of hospitality service. As a matter of fact, the front desk staff, housekeeping workers, POS outlet workers and general managers work on this system (Shin, et al., 2019, p. 311). 






	
Element 2 – Hotel Reputation


	Hotel Reputation Management is defined as the procedure of monitoring as well as influencing the way the property of a resort is perceived throughout the web. In the hotel and hospitality industry, the term evolved with the concept of public relations but it converted its focus towards freshly emerging review sites, social media platforms as well as search engines. It is essential to maintain a solid hotel reputation because it has a beneficial consequence on medium as well as long-term occupancy and revenue standards. As evidenced by Fallon, & Rutherford, (2010), the resort develops a solid reputation with the help of technology like the usage of social media platforms in order to grow the trade, expand the ratings and stay progressive in the competition. The hotel also maintains its top reputation through the implementation of the tools such as Trust You, GuestRevu and Revinate which allow the managers as well as owners to monitor reviews, and comments on social media as well as online sources. The other ways of maintaining the commendable reputation of a resort are sending automated feedback surveys, responding to reviews on time, maintaining a consistent tone on social media, and scheduling time to respond on a frequent basis (Guillet, 2020, p.102322).  The reputation in the hotel sector is maintained by sending a mid-stay email, adding welcoming notes to the visitor's profile, asking for a review along with a post-stay email and gathering valuable information about the customers. Therefore efficient hotel reputation management is responsible for increasing sales, expanding social media presence, building credibility, enhancing visibility, and attaining maximized revenue standards.   







	
Element 3 - Communication 



	As opined by Anagnostopoulou, et al., (2019, p. 21), Communication in the hotel sector is illustrated as the capability to interact clearly as well as concisely with employees, guests as well as other sector professionals. Effective Interaction is important in the hotel industry because it plays a vital role in delivering systematic service to clients and customers. The clarity in the communication can encourage the resorts to upgrade the customer's experience because they feel that they are paid attention to and their opinions are valued. Apart from it, it also plays an essential role to grow a sense of trust among the visitors by preventing as well as addressing the issues. The communication is responsible for providing direction along with clarity related to reservation, check-in as well as checkout and payment procedures to the visitors and clients. It can expand the participation rate of the customers and therefore add to the increased profit of the hotel. Apart from it, it supports teamwork within the resort encouraging a sense of cooperation in providing the hotel services. In the hotel and hospitality sector, communication can be upgraded by ensuring frequent interaction with guests, maintaining a consistent level of customer service, developing clarity in body language and being accessible to every client. Consequently, the resorts interact with the customers by being proactive, being responsive, encouraging good reviews and providing personalized interaction. The hotel sector uses a two-way radio to ensure efficient interaction with the customers as well as guests. The hotel sector uses ways like active listening, keeping an open mind, and being respectful as well as patient to interact with the customers (Kucukusta, et al., 2019, p. 2130). 








	
Element 4 - Staffing 


	The Hotel Sector Staffing is illustrated as the appointing as well as selecting people for work in such a manner that their capabilities match the necessities for the particular position. Staffing in the concerned sector is necessary because they are responsible or accountable to take care of the guests and provide them with a satisfying experience. Based on the evidence of Olimovich, et al., (2020, p. 18), the selection of bright as well as motivated employees can assist the hotels to engage customers and add to the increased profit margin. Apparently, the selection of appropriate workers can help to expand the productivity as well as creativity level of the hotel. The resorts create a positive work culture among the staff by building a fun environment, giving rewards, recognition, sharing results and enabling everyone to do their best. The ways of recruiting workers in the hotel sector are using mobile platforms, social media recruiting, employee referral programs and conducting a good interview procedure. The issues faced by the employees of the hotel sector are seasonality, unsocial working hours, low pay, and lack of meaningful work and a perceived absence of career progression. The skills that are required to get a job in the hotel sector are time management, leadership, quick decision making and excellent crisis management (Wood, 2013). 	
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