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Introduction
The hotel front office is the primary touchpoint where the guests can contact for any assistance or check-in and check-out as well. The following reflective essay will discuss my working experiences in the hotel front office field. The inconveniences and problems I have faced while working and the way I have overcome that also will be explained in this essay. Furthermore, it will discuss the various types of skills that I used to solve the problem and developed during the working time that helped me to enhance my working ability.  Apart from that, the skills I want to improve to gain better knowledge will be highlighted in this reflective essay. 
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Discussion
I have worked in the hotel industry as a Front desk associate after completing my education and that position helped me to gain various types of knowledge. I have faced many types of challenges while working at Marriott Hotel that compelled me to improve my skills. There were some challenges during the work such as services and amenities of the hotel (workable, 2023). For the gusts, I was the first point of contact if they faced any issue regarding any amenities or services such as car parking, swimming pool, restaurant and more. I was supposed to provide a beneficial solution to the guests and I have the active listening ability and that helped me to listen to their queries patiently. Often, I used to welcome several guests at the same time hence I would do that job properly by my multitasking ability. Having this skill is necessarily required for the role of front desk associate in the hotel field as they are meant to serve many guests at the same time. I would try to resolve to the best of my ability if guests faced any service-related issues in their allotted room. Either I would try to provide the particular service to the guests otherwise I would often shift their room where they can get the appropriate services. I always keep myself motivated which helps me to keep a positive attitude towards my work. The most required skill I have is providing the best customer service and that would help me to receive positive feedback from the guests. I have enough technical knowledge to utilise hotel reservation software like RoomKeysPMS and Cloudbeds. (Corgel et al,.2011) This is important to know the procedure to operate travel planning websites and I have that experience. I have excellent verbal and written communication skills which is very important in the hotel industry as we are meant to communicate with guests throughout the day. I have got a degree in hotel management that helps me to understand the culture of this field and makes it easy to adapt to the environment.  Additionally, I have a polite manner and soft skills to deal with furious and frustrated customers. I always keep a cooperating mentality to collaborate with my colleagues and seniors and as well as accept criticism. (Hammer, J. 2016) During my working time at Marriott Hotel, various types of skills and abilities have developed in me. There are numerous skills that I think I need to develop that will help me to climb much higher in the hotel industry. I think I have a lack of time management ability and I should improve that skill which is a vital factor to maintain in this field. I should enhance my patience level so that I can manage the most difficult situations in a tactical way. Apart from that, my level of calmness and organisational experience need to be increased to grow my career as a front desk associate in this industry. Administration skills also should be developed in me that will help me to move forward to leadership ability. (Solomon, M. 2018) Eventually, I feel that I have to improve my verbal communication skills much more Because presently the most effective factor in the hotel industry is advanced communication skills. Moreover, the development of these skills helps me to communicate with guests and employees more clearly and fluently. (Tesone, D. 2015)
[bookmark: _55sm0qyz1ypy]Conclusion
I have discussed my overall work experience as a front desk associate in the hotel industry in this reflective essay.  The entire essay has included my experiences of facing some challenges like leading guests regarding service and amenity issues. Furthermore, the multitasking activities, and room service-related issues that I have faced at Marriott Hotel also have been discussed in this reflective essay. Apart from that, it has thoroughly explained the different key skills I have used to overcome the challenges. Those are listening to the problems calmly, multitasking ability, communication skills and more. Moreover, I have discussed the abilities I should enhance to grow my career in the hotel field.
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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?


	Meeting and greeting the guests with a pleasant smile and welcoming them warmly will be my prime initiative.  I will try to make sure that their allocated room is prepared properly so that they can take a rest without any difficulty. (hospitalityinsights, 2023) 
 
	I will continuously observe and train my employees to work appropriately which will help to run operations smoothly. Additionally, I will conduct regular meetings and training of the staff to enhance the overall performance of the staff. (Lacalle, 2021)
	 I believe that having a polite manner and softness is the most important quality in the front office. Furthermore, greeting and welcoming the guest warmly can please the guest and make a good image of the hotel.
	Identifying the internal risk factors that affect the overall business performance and trying to minimise them in a diplomatic manner will be my basic responsibility. Moreover, I will make a mutual discussion with employees so that problems can be prevented.


	Effective action will be taken by me to be attentive to the needs of the guests and will keep a positive mentality that will help me to receive positive feedback from the guests. This activity will make guests feel honoured. (Tewan, J. 2009)

	 I will be willing to communicate with the guests about their overall experiences in the hotel and request them to provide feedback. The positive feedback will help me to manage the operations seamlessly.
	 Preparing a neat and clean room for the guests is a basic responsibility for all front-office associates in the hotel field. Because the guests always expect a proper and pleasant ambience where they can feel peace. (Johnston et al,.2012)
	 I will conduct a meeting with other departments as well in order to identify the primary issue that can arise. I will try to find an effective solution to make things easy that will help me to please guests. 

	I will make sure that there is no inconvenience that needs to be faced by the guest. I will address the complaints that are raised by the guests and will try to handle that in a tactical way.  

	 I will be responsible for all the technical activities in the absence of the manager. I will check the ratings that are given by the customers on the hotel’s website and will find the techniques to enhance that. (Vallen et al,.2012)
	Effective Communication is such a thing which is most important for various types of fields. Only communication can help improve the deficiency of providing services, enhance the understanding with guests and employees and more in an effective manner.
	 I will communicate my plan with all the staff and will implement those in an emergency situation. (Allen, 2020) I will take responsibility for the website management in the absence of the manager so that no work can be stuck.  

	I will communicate with the employees of the hotel effectively so that they also can make sure of the security and services that guests are supposed to be provided. 

	 My major responsibility in the absence of the manager will be maintaining the organisational culture in an effective way. Ultimately, this is the first impression that affects customers whether they will come again or not. (Fallon et al,.2010)
	 Managing the technical activities in the absence of the manager is very beneficial as the rating and reviews help the hotel to take place in the hotel industry. Apart from that, there are various website activities that need to be monitored. 
	 I will implement the process of maintaining basic hygiene so that guests can feel comfortable and secure. The risk factor of COVID-19 can be prevented by taking this action and also guests will need to follow the guideline of the hotel. 

	I will communicate with other departments like housekeeping to make sure that rooms are cleaned or not. Because, after the arrival of the guest it is the primary responsibility to provide them a pleasant ambience. (Vallen et al,.2014)

	 I will surely observe the process which is improving the quality of food and services that are provided to the guests. Because, if they are satisfied with the food and services of the hotel it will help to increase the overall performance.
	Maintaining the good quality of food is very necessary as the hotel industry stands on guests’ satisfaction. When guests are contented with the services and the foods it will automatically become an advertisement. 
	I will make a proper schedule of the remaining work and responsibilities that will help me to complete those works adequately in the absence of the manager. Additionally, I will observe the maintenance of the hotel ambience to please guests. (Wood, R. 2013)



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)


	PMS is a term used in business regarding hospitality housing management, real estate, supply chain management and others. Generally, PMS can be described as software that can be used in hotels or a chain of hotels to manage the operation of the front office. This includes bookings and check-ins or checkouts, room allotments, rent of rooms and other billing purposes. Presently PMS is more than just front office work rather it manages the whole system of business management enabling the guest a wonderful experience (Bardi, 2021). There are different types of property management systems and these are wireless property management systems, IOT-based entry systems, security cams, intercoms and others. Using these systems the owners of a property can efficiently manage their properties. It is important to have a well-thought-out plan and research regarding these systems to find out the suitable one. Implementing these systems will help their business to manage their revenues in a better way, saving time and providing a seamless service to the customers. Many hotels have many works that are backlogged and solving and completing this sometimes poses different challenges. Efficient use of PMS can be very useful in this aspect as these systems are technology driven. On the contrary, the use of poorly planned and designed PMS will lead to a backlog of more files and also have an adverse effect on its revenue share (Iris and Lam, 2019). Though the system itself is very useful in reducing the work, it is costly to small and medium-scale businesses.

	
Element 2 – Hotel reputation


	Hotel reputation is of paramount importance for the staff and the management as this is directly related to their careers. At present, there are many online platforms where customers can go and give reviews reading their experience during their stay in hotels. Many hotels have different taglines that create a reputation of their own in the market. The Marriott has a worldwide tagline " Where Can We Take You" (Marriott, 2023). The customers have the power to make this a brand or otherwise. Consumers often rely on the reviews given by earlier customers so taking care of customers and providing them a good stay is helpful to get a good review. Hence positive revenues directly impact the sales number and targets and can augment revenues or vice versa. There are many ways to maintain a good reputation of a company as these are very crucial for maintaining a good brand image (González-Rodríguez et al., 2021). Firstly, the management can have a policy to reply to the feedback and reviews given to them be it positive or negative. They can have a mechanism to give feedback to all individuals and have separate protocols regarding this. The hotels need to have techniques to observe and listen to what customers are saying regarding their service. Hotel management needs to generate a buzz regarding its brand as this will make it trend online and will act as an online advertisement. It can also incorporate surveys to its customers whether they are satisfied or not as this will help them to evaluate and improve its services (Perez-Aranda et al., 2019). 



	
Element 3 - Communication 


	The hospital industry depends significantly on communication as this is a service sector job where they have to communicate with the customers (Krizanova et al., 2019). Effective communication will be helpful to give high-quality service to its customers and this can only be done by having a clear conversation with every stakeholder. Excellent communication can create a positive rapport between the management and customers. The visitors are likely to be unknown to the place and need help regarding their travelling and for other purposes. Hence it is of utmost importance to have a clear understanding and communication with them. This will also help them to have a good review from the customers and improve their brand. The hotels can use a number of ways to augment the communication channel to its customers and staff. First, they can incorporate digital communication techniques that are user-friendly. The use of digital devices and walkie-talkies will be beneficial regarding this. They develop a pre-booking tour for the customers as this will create trust among the customers and the hotels because the visitors themselves verify what they are availing. Management can have different workshops to train its employees to upgrade their knowledge regarding digital communication. Post-pandemic people are very cautious regarding sanitation and hygiene. Hence it can be useful if the hotel provides real-time updates and the status of their sanitation techniques. The hotel has to quickly solve the reported issues from its customers and reduce the response time as this is directly related to customer satisfaction (Šerić and Mikulić 2020). 


	
Element 4 - Staffing 


	Staffing refers to the fact of finding suitable people to recruit with respect to the skills they possess and the job requirements (Nikolskaya et al., 2022). Hotel management requires various forms of staff from cleaners, chefs, receptionists, managers, marketers and others. There are different works related to requirements as this will make a positive environment in the hotels. This creates a customer-friendly environment and provides them with a positive stay. Staff have several functions to do and these are needed to be performed efficiently. This includes basic functions which are front office jobs, laundry work, cleaners, and other basic services (Gish, 2019). Maintaining this is of paramount importance for providing a seamless and perpetual operation to the customers. The breakdown of these functions will lead to the disruptions of several operations as many other services are directly linked with this. Then the job-specific function includes porters who carry luggage, finance management, chefs and others. This job requires a certain set of skills and not all staff can perform these duties. One important function is the hospitality function and this includes the services given to the customers. The tourists want a good stay in the hotels and other services such as food and transportation. A better customer-centric service will help them get a positive review and can help them to get more customers due to word of mouth (WOM). Customer retention is also an important aspect for the management as retaining more and more customers will build its brand globally (Pasko et al.,  2019). 
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