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   This paper investigates the abilities necessary to operate at a hotel front desk, I was asked to reflect on my job experience in the hospitality sector and the knowledge I gained during my studies and my placement work for this evaluation. Upon reflection on my education, job experience, and practical experience, I definite that some of the most crucial skills needed to operate in hotels are communication, problem-solving, computer literacy, teamwork, and decision-making (Bardi, 2021)
Hotel reception requires organizational skills that help in the performance of many different tasks, this can be greeting customers, answering the phone, presenting all situations that happen to the manager, and working with a computer. They also must pay attention to details such as lost key cards, guests who need help ordering a taxi, or their needs. One of their duties is scheduling meetings and receiving and delivering packages.
I recorded here a reflection of my practical experience where I focused on understanding what skills helped me to work more efficiently at the hotel’s front desk. When working at the hotel’s front desk, I once had a very busy day and had customers waiting in line to do their check-in. One customer was in a rush and when he got to me, he was already angry and started shouting at me to hurry up and complained about the waiting time and the impact of this waiting time on his schedule. I tried to remain calm and positive, explained what happened before, apologized for the delay, and offered to book a taxi to help him get to his meeting in time. The customer lowered his tone, understood the situation, and thanked me for taking the time to explain to him and for offering to help him. My manager complimented me for how I addressed the situation. Reflecting on what happened there, I understood that communication helped me to sort out that situation and transform an angry customer into a happy guest. Communication skills are very important for the front desk staff because the experience of a guest in a hotel starts with the front desk staff and bad communication between staff and guests can determine the entire guest experience. (Bardi, 2021). 
Another example is problem-solving is very important, and especially if we have misunderstandings about the number of room requests on the same floor or the number of customers, the number of beds in their room, or any other additional requests, we try to approach it calmly and do not blame the guest for something small errors but find a solution. Instead of focusing on the guest’s frustration, is essential to focus on the problem, and this helps to find a solution quicker and respond to the needs of our guests. Front desk staff comes across loads of problems every single day, problems accompanied by angry and unsatisfied customers. To solve problems easier and quicker, front desk staff should be able to stay calm, do not focus on the behavior of the customer, instead focus on the problem’s root and a solution for it (Abdien, 2021). 
Team working skills are also very important for the hotel front desk. For example, one day the manager called a meeting asking us to say what issues we face with our guests and at work in general. I felt reluctant to speak as I did not want the manager to think I am complaining about the job. One of my colleagues decided to talk. When she did, we realized we also faced that issue, and was not normal to happen. The manager then explained to us that this is why is important to speak up because if we collaborate with each other, we can identify problems, and improve our work environment and the customer service for our guests (Nam et al., 2021). 
Hotels front desk is the business of the hotel, the first physical contact of the guest with the hotel and how they treat guests sets the tone of the overall guest experience (Bardi, 2021). Therefore, is very important for them to be able to communicate at an excellent level, sort problems quickly, and work as a team to ensure the hotel is running smoothly (Shin et al., 2019). 
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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 quick resolution of this scenario in the future?


	
Keeping calm in the presence of guests.

	
Give a warm reception welcome
	The guests must not know that a staff person is missing
	All employees must do their work normally and the person closest to the manager must know the tasks of the manager and what he can solve and do very important things that require the presence of the manager must be delayed

	

	
	
	

	


	
	
	

	


	
	
	

	


	
	
	



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:

The hospitality and tourism industry are the fastest-growing industry ever among the other industries in the UK. The statistics also provided that the tourism industry in the UK stands in position 8th across the world. The hospitality industry is composed of various hotels, pubs, restaurants, and companies for entertainment in the UK. Hotel operations in general refer to day to day tasks of a hotel and thus are bifurcated into two main areas that are Front of-house operations which include front desk, and guest services, and Back-of-house operations which include employees, and housekeeping. Management has a lot to do with the operations of the hotel and covering this aspect the report below aims to cover some of the aspects managers need to deal with: property management systems, hotel reputation, communication, and staffing. 
	
Element 1 – Property Management Systems (PMS)


	Property management systems refer to the management of the operations of the business of the hotel which is further inclusive of the delivery of the exclusive experiences of the guest. It is also known for enabling the number of hotels for managing the capabilities of the front office like confirming the reservations; checking in check out the guest, and management of the room rates (Nam et al., 2021). At present, most of hotels make use of this cloud-based hotel property management system in order to conduct the hotel operations with ease (Bardi, 2021). Hotels in the UK have experienced higher customer acquisition and increased sales and profitability levels due to- 
Easy hotel check-in/ checkout- because of this software, there is offered anywhere anytime service that can be accessed by the users via mobiles (Bardi, 2021). 
Hotel back office systems in more integrated form- the cloud-based software has made it possible to level up the already existing integrations into accounts receivable, accounts payable, payment gateways, and much more. 
Data of the guests- hotels are now able to experience the data of their customers in one place that is in the centralized form and is able to enhance the accuracy of the profiles of the customers with proper reporting of the same (Nam et al., 2021).


	
Element 2 – Hotel reputation


	Being another important element of hotel operations, hotel reputation especially with respect to online scenarios has a very important role to play as it can lead to the success or failure of the hotel (Abdien, 2021). Many guests heavily rely on reviews that are made by customers online for making decisions regarding availing of the services (Shin et al., 2019). So, hospitality management also includes active management of the online reputation (Shin et al., 2019). There can be seen a number of pros of managing the higher reputation among the hotels that are operating as the competitors in this wide hospitality and tourism industry with the help of this- 
The visibility level gets increased and will be able to attract more and more guests in the UK. The research has also proved that the top the hotel is in the searches the more the chances of getting the booking (Gong and Jia, 2022). Moving further with another advantage of this element in hotel operations that is, it increases the loyalty level of the guest. Highly satisfied guests often tend to give feedback and thus the more chances of repetitive bookings. Over time, social media has been used as the most preferable source by the user in order to review a particular thing and this can either be bad or good (Shin et al., 2019). 


	
Element 3 - Communication 


	
It is the most important element for any business and not just the hospitality and tourism industry. The way the pandemic hit most hotels not only in the UK but in other nations as well has led to major difficulties in making communication, especially in the hotels. In today’s time, it can be observed that physical communication has completely replaced digital communication to a greater extent and thus aided hotels in adapting to the changes that are occurring around them (Abdien, 2019). The ways in which digital communication is helping can be evidenced by the below mentioned- 
Assisting in keeping people informed- there were made several amendments to the hotel over the past time and therefore still emerging. There arose a need of communicating with the employees of the hotel, particularly within time such as scheduling, and others on the matter of changes in the property (Abdien, 2019). For instance, an individual being a front desk worker needs to be communicated with on a daily basis. So, it is vital to have clear-cut communication between the employees and management as any misunderstanding can lead to severe consequences (Abdien, 2021). 
Proper communication helps the hotel operations manager and other working staff in being informed of the decisions of the leaders of the hotel and that the hotel property is running in its manner. It is also ensured that when there will be accurate communication there will higher engagement of the employees. Operators at the hotel always require the best possible way to reach the employees in an instant manner and most importantly when it matters and offering the latest information with respect to property, policy, and operations. 



	
Element 4 - Staffing 


	
Staffing is the key element of hotel operations as until and unless the hotel will not be equipped with the proper staff, adequate service offerings cannot be guaranteed (Bardi, 2021). The staff here can be distinguished on the basis of the jobs such as housekeepers associated with maintaining rooms, front desk staff equipped with the task of welcoming the guest, technicians in keeping things in a working manner, and all other employees working in a collaborative manner for the keep the operations of the hotel in a running manner (Bardi, 2021). Hotels take into consideration an in-depth researched operations strategy which not only enhances the satisfaction of their staff but brings on the ground a better experience for the guest across the property of the hotel (Bardi, 2021). Many hotels in the UK have asked their staff to maintain a checklist that will lead to reduced chances of occurrence of inconsistency in the experience of the people (Gong and Jia, 2022).
The above-mentioned four elements are very crucial to keep running the operations of the hotel and enable it to derive higher profitability and sales level. When these elements work in a coordinated manner than hotels experience higher success levels and create a good brand image (Bardi, 2021). 
From the presentation above it is concluded that there is a high important in keeping the hotel operations running in a consistent manner to bring guests in higher quantity. There are several other elements of the hotel operations apart from the mentioned above such as hotel promotions, reservation processing, managing the processes of the hotel, and much more. 
The report has covered four crucial elements like property management system which is very important for facilitating the administration and management tasks, hotel reputation which is very beneficial for the hotels for their overall growth, communication which is highly important to maintain the coordination with staff and guest and staffing for delivering a remarkable service to the guest.
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