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	[bookmark: _Hlk137427089]As people start their stay at a hotel, they want to feel safe throughout their entire experience and at the hotel their first point of contact is the front desk staff. According to Bardi (2010), the front desk is one of the most critical departments of a hotel as they are the ones responsible for fast check-in, checkout and better experience for the customers. In addition, whence a guest faces any kind of challenge while staying at the front desk is the first one to get in contact.  The front desk associate is responsible for administering the front office functions while supervising the staff regularly. I have worked as a trainee front desk associate at the Bristol Marriott Royal Hotel and gathered a range of skills as well as knowledge there. As a front desk associate, there was a range of activities that I had to undertake daily. The first one is the management of the front desk team. According to Corgel et al. (2011), the front desk associate needs to utilise their communication as well as interpersonal skills to influence as well as lead and encourage others to stay at the hotel. In addition, they should always demonstrate honesty as well as integrity. On the other hand, Hammer (2016) stated that it is the responsibility of the front desk staff to build trust as well as respect with the guests while cooperating with them during their stay. This responsibility of the front desk staff is important as it allows a hotel to increase its customer retention. As a front desk associate, it was my responsibility to supervise as well as make the staff at the front desk. In addition, whenever a guest faces a problem while staying it is my responsibility to ensure that it is mitigated properly. From my work experience, I did understand that there are some skills that a front desk staff should grow to provide a better service to the customers. Neat and professionalism are essential parts of the front desk staff's job. According to Solomon (2018), when checking in the first thing a guest sees is the lobby but the first person, they meet is the front desk. The front desk staff works as the brand managers of the hotel as they interact with the guests professionally, they are the one who makes first impressions on the hotel staff. Multi Linguistic ability is another skill that helps a front desk staff to provide better service. When working at the Bristol Marriott Royal Hotel I did encounter people from different parts of the world, some of them were English-speaking and many of them were not. According to Tesone (2015), the hotel staff needs to have effective communication with the guests to provide better service. Therefore, I believe if I have developed multilingual skills that would have allowed me to have an effective conversation with the guests at the hotel.
Problem-Solving Skills are another important trait that a front desk associate should have. According to Solomon (2018), for some reason, problems may arise while a guest is staying at the hotel. While working at the Marriott I have seen many guests complaining about room service or the cleanliness of the room. Therefore, in that situation, my role was to listen to the guests actively and without any interruption. Moreover, the staff needs to have problem-solving skills to ensure that a proper solution is provided to the guest as early as possible otherwise a delay or a courteous response to the guests can create a bad image of the hotel. On the other hand, as a front desk associate, I did play many roles which included greeting the guests as well as signing a package, processing the credit card transaction and many more and sometimes I did have to do all those tasks simultaneously. Therefore, front desk workers must be able to work without losing control. In a fast-paced environment, front desk workers must multitask, according to Tewan (2009). However, front desk associates need good verbal and written communication abilities. I had to answer guests' emails, write down nearby attractions, and more. Therefore, if I did not possess good writing communication skills, I might have faced challenges. In addition, having good verbal communication skills is also essential to communicate with the guests effectively. With the theoretical knowledge as well as experiences I have gathered while working at the Marriott hotel, I will be able to provide better service to the customers by staying at the front desk. In addition, it will also allow me to manage the staff in a better way too.
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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?”


	
Different approaches can be taken to represent the hotel in a better way to the guest. According to Johnston et al. (2012), the front desk is the first point of contact with the guests, therefore it plays an important role to make a good impression on the guests. As a front desk associate, I will try to ensure that the guests are treated well after they enter the hotel. I will instruct the staff at the front desk to act in a professional as well as cooperative manner.

	The front desk plays a crucial role in booking and managing the guests. In addition, they are also responsible for ensuring that the guests do not face any kind of problem in the hotel. As part of the front desk, I will instruct my team members to be team members and will divide the roles properly among them so that there is no chance of overlapping.
	In my plan, I have emphasised different components of service. For instance, I understand that effective communication is important to provide better service to the customers but the preferred medium of communication varies from customer to customer.
	There might be challenges that I might face while working at the front desk. For instance, as I am the replacement for someone else, many of the staff might face problems working with me at first.

	I will also ensure that the guests are provided with proper comfort while the booking procedure is going on. In addition, I believe that many guests prefer digital transactions over cash. I will ensure that people who are planning to make digital transaction while booking a hotel room do not face any kind of challenge.

	I will also encourage them to be an active listener so that they listen to the things the guests have to say. According to Min et al. (2021), active listening allows the hospitality staff to get a better understanding of the issues faced by the guests. I believe that being an active listener my co-workers will be able to provide a better solution to the guest's problem.
	I will instruct my co-workers to be patient and try to be an active listener. On the other hand, I also understand while staying at the hotel there are issues that a guest might face. Some of the guests might ignore it but others won't.
	I will try to build a team working spirit among them and will use my expertise to guide them. On the other hand, I will try to democratic leadership approach and gain their input too. In the case of guest service, I will try to be as patient and active as possible.

	
I will try from my end to make the booking procedure smooth. Moreover, I will also encourage the guests to give feedback while leaving the hotel as it will send them a message that the hotel cares about their thoughts as well as suggestions. I will do these tasks as part of the long-term implementation.

	I will also work collaboratively with other departments of the hotel. This step will allow me to ensure that the guests get to have a good experience at the hotel. In addition, if any guest is offended by the hotel service, I will try to give any kind of upgrade or incentives so that they stay loyal to the company. I will do this as per the mid-term implementation.





	If they complain, I and my staff will try to listen to them interactively and give a proper solution to them. On the other hand, if this guest is not happy with my solution, then I have also planned some complimentary services or incentives that I may offer to the guest.
Moreover, I believe that the guest's feedback is very important to find the flaws in the service we provide. I believe collecting and working on the guest's feedback will allow us to improve the services we offer. Therefore, I have planned to encourage the guests to give feedback. Proper implementation of these plans will allow me to make the services more effective.
	I will try to ensure that the guest gets a rich experience with us. In addition, I will also work collaboratively with the members of other departments to ensure that the guests' services can be improved.



“Component Three:
Contribution to Overall Module Assessment: 50%
Writing in essay format - Describe the key elements that are required when considering these four elements of hotel operations:”

	[bookmark: _Hlk137427177]
Element 1 – Property Management Systems (PMS)


	A property management system, often known as a PMS, is a piece of software that is utilised by hotels to assist the management of administrative activities in addition to the management of reservations. According to Bardi (2021), the most important function of a PMS is the ability to manage reservations, front desk operations, housekeeping, occupancy management, payment processing, and a variety of other functions. According to Popovic et al. (2019), although though the property management system is primarily responsible for regulating financial transactions and reservations, it also gives a company the ability to manage cleaning tasks. In addition to this, it is also useful for carrying out tasks related to HR management. There are many variations of a PMS component, and one of those variations is the reservation model. Shin et al. (2019) state that the PMS system is beneficial to the front desk employees since it allows them to verify the availability of the rooms as well as the current state of the rooms. In addition to that, it is useful for making group reservations as well as avoiding multiple bookings. Processing payments is another service that may be performed using this system. According to Koh and Hassim (2021), on the other hand, the PMS housekeeping module connects the cleaning staff to the front office. Using it, a front office manager will be able to generate a list of chores that are assigned, and the housekeeper will update rooms based on that. Additionally, the PMS housekeeping module enables the front office manager to monitor the housekeeping team's performance.

	
Element 2 – Hotel reputation


	Reputation management is important for a hotel as it is a key way to enhance the revenue generated by the hotel by earning the trust of the potential clients while creating a stronger relationship with past clients allowing the hotel to increase its revenue. According to Lai (2019), if customers have a positive perception of a hotel, it is more likely to impact their sales while maximising their revenue. There are different ways that a hotel can take to increase its brand reputation while maximising its revenue. According to Zhang et al. (2019), responding to all reviews is important for a hotel brand to create a strong brand reputation. They added that it is easy to respond to the good reviews but the bad reviews need to be addressed too. It is possible that some of the guests might not be happy with the services but by addressing their reviews a company gets to instil trust in the potential as well as loyal customers. According to Morrow and Yamanouchi (2020), while addressing a bad review it is essential for the hotels to not make an excuse but rather assure the guests that it will not happen again as these reviews want a sense of assurance more than anything. The hotel brands can consider giving them some upgrades or incentives so that they come back despite their bad experience. On the other hand, having a proper protocol is also essential as it will allow the hotel brands to have templates that automate the feedback management process as well as the online reputation of the hotel.
Using the social listening tool can be considered an effective way to manage the reputation of a hotel while connecting with the community. According to Lin et al. (2021), these tools will allow the hotel management to know what people are saying about their hotel online and they will be able to jump into the conversation when they see fit. On the other hand, a satisfaction survey is another effective way to manage the preparation of a hotel. According to Buhalis and Cheng (2020), hotels can encourage guests to give reviews about their experience at the hotel. If the feedback is positive the hotel will be able to use it for their promotion while the bad reviews will allow the company to address the issues properly. This way the hotels will be able to gain an insight into customer demand.


	
Element 3 - Communication 


	According to Ghani et al. (2022), effective communication is important for all industries but particularly for the industries where the business encounters customers daily and the hospitality industry is one of them. In a hospitality company, one needs to communicate with a large number of people daily, some of them are staff members while others are customers. According to Jhaiyanuntana and Nomnian (2020), it is essential to understand that all people have different communication needs and hotel companies should tailor their approach based on that. Communication aims to promote inclusion as well as understanding among the customers. Communication can be split into two categories which include non-verbal as well as verbal. Verbal communication is about the word one chooses to say and how they say them. On the other hand, nonverbal communication is about helping people to get an overall picture through body language. According to Yoong and Lian (2019), having effective communication in hotels is important as it allows to improve the relationships between the employees and the customers.
Moreover, it also allows for promoting inclusivity as both customers, as well as staff members, are treated as an individual while communicating and listening to their needs. In addition, effective communication ensures that all have clear expectations for their standard of work while recognizing the way to ask for help. This strategy allows the hotels to increase their productivity.
There are some communication barriers in the hospitality industry too. According to Vatan and Dogan (2021), often it has been seen that the hotels are busy and have a loud environment. Therefore, it might not be easy for people to understand what others are saying. On the other hand, different languages are another challenge for effective communication in the hospitality industry. There might be some guests who come from diverse linguistic backgrounds. Therefore, it will be difficult to have effective communication with them. Although, there are different approaches that restaurants can take to improve their communication skills. According to Chen and Tussyadiah (2021), the hotel staff can ask for feedback from their peers and act upon that. This step will allow them to identify the weak spots and improve them.
Moreover, listening actively to the customers will also help the hotel companies improve communication in the organisation. In addition, hospitality companies can also hire people with multilingual skills as it will help them to communicate with people from other linguistic backgrounds. Moreover, training the employees more professionally will also allow them to avoid any kind of communication gap too.


	
Element 4 - Staffing 


	Staffing is about hiring people in a way so that their skills match the job requirement of the particular position. In hospitality companies, there is a constant demand for staff. The hotel needs staff for different functions of business which includes HR as well as finance, marketing, maintenance, front desk and many more. All of these departments need people with different expertise as well as skills. The HR department of hospitality companies is responsible for hiring people for different functions in the company (Nikolskaya et al., 2022). The HR department ensures that the people they are hiring have relevant skills for the job. In the case of large hospitality organisations, they ensure the staff's operational goals are aligned with the organisational vision and goal or not. The staff of the hospitality companies includes the people who are responsible for the functional activities in the hotel. For instance, the front desk staff are responsible for attending to the guests and booking, reservation and payment of the guests.
Moreover, if the guests face any kind of issues while staying at the hotel the front desk staff takes care of that too. According to Olimovich et al. (2020), the staff at the front desk needs to have proper communication skills as well as problem-solving skills. In addition, they are expected to know about technology too so that they can run the PMS software. Thus, while recruiting the HR department ensures that the people, they are recruiting have those relevant skills.
The housekeeping staff are responsible for cleaning as well as managing the hotel (Vance et al., 2022). They need to operate professionally. Thus, while recruiting the hotel business ensures that they have the relevant skills. Moreover, every department or team has its manager who is responsible for supervising the staff. Therefore, the company ensures that the managers of the department have proper skills like leadership quality, teamwork ability, time management skills and many more. Thus, it can be said that staffing is essential for a hospitality business to run smoothly.
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