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Task 1
[bookmark: _Toc127199892]Introduction 
The front office, one of the most crucial aspects of hotel management, can be defined as the department that sets the first contact with guests and solves any of their queries (Revine, 2022). In this reflective study, the roles and responsibilities of the front office in hotel operations will be discussed while reflecting on the student’s knowledge. 
[bookmark: _Toc127199893]ERA model of reflection
Experience: The front office of a hotel plays a significant role in managing hotels. The roles and responsibilities that are associated with a front office are vast and require lots of skills to fulfil these duties. Having worked at the front desk as a receptionist, I gained profound knowledge of the roles that are required to be fulfilled. It requires welcoming the guests, reserving their accommodations, maintaining a friendly and positive atmosphere, settling their payments, and maintaining the history of their records (Setupmyhotel, 2023). As guests first meet the front desk in any hotel, it depends on this department to create a positive image of the hotel for the customers. They are also tasked with tasks like check-ins, assigning rooms to clients, providing them with their desired information, clearing their doubts, ensuring the comfort of customers, and more. Along with maintaining accommodations, front office workers also update the availability of rooms for new clients. By providing a smooth and easy service to customers, the front office satisfies customers. In many cases, the front office workers also act as marketers who distribute leaflets, templates, and such to make customers aware of the special service, discounts, and such that they are offering. 
Reflection: As a receptionist in the front office of a renowned company, I was tasked to welcome the guests and maintain their accommodation part. While working in the front office, I understood that it consists of several works and requires quite a significant knowledge to be able to handle it. After welcoming guests, there are other services that I had to provide them with. This included answering their queries, enlisting their names and information in the records, checking their documents, and more. Moreover, working in the front office requires sufficient knowledge of technology considering that most of the work is done through them (Chang and Busser, 2020). My competency in handling technology efficiently helped me in my job and I could enter information on the hotel website smoothly. As I can communicate with others effectively, this made it easier for me to engage in pleasant and friendly conversations with guests and help them with their needs. Though I also believe that enhancing my communication skills will be beneficial for me in the future. 
Apart from this, I had to manage the financial aspect of the front office responsibilities sometimes. Front office workers need to be able to manage the transactions that take place and keep a record of them (Olimovich, Bakhtiyorovich, and Salimovna, 2020). In addition to this, they must have knowledge of foreign exchange rates to help tourists needed to exchange their currencies. This experience made me realise that it is important for me to improve my financial knowledge. At times, I felt frustrated and stressed due to the immense amount of pressure that is associated with the job. As front-line workers, they are required to keep the atmosphere in the hotel positive and friendly and ensure that guests do not face any issues in the span of their stay (Wen et al., 2020). These can become quite stressful which happened in my case and I faced trouble in completing my tasks. Another issue was my time management for which I could not manage my time effectively. 
Action: In order to enhance my financial knowledge taking courses and reading books, journals, and such can be helpful (Lusardi, 2019). This will help in the comprehensive development of my financial knowledge. For time management, I should start by creating schedules and timetables for my work. Following the schedules will help in improving my time management (Herrity, 2022). Lastly, to enhance my communication skills, I will have to practice active listening and focusing on body language. This will enable me to decipher the message of guests more clearly and help in providing greater service to them. 
[bookmark: _Toc127199894]Conclusion
In the reflection, the student’s duties and responsibilities as a front office receptionist in a hotel have been discussed. In this, maintaining guest records, managing their accommodations and having a friendly connection with them are some of the required tasks. The student needs to improve their financial and communication skills to become an effective employee in the industry. 
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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?


	
Communication plays the biggest role in this case and through effective communication, I will make sure that the guests develop a positive feeling for the hotel.

	
The Covid-19 pandemic has shifted our priority to the safety of guests therefore, I will ensure that the guests follow all the safety rules set by the hotel (Chan,  Gao, and McGinley, 2021)
	
With the growing concern for health issues among hotel guests, I will have to ensure that the front desk is hygienic and all employees also follow the health regulations (Duarte et al., 2022).
This will ensure safety standards and guests will feel satisfied with the service.
	
In case of a sudden emergency,
I will ensure that all guests are safe and secure and explain the urgency to them while maintaining a calm temperament throughout.

	I will further make sure that the guests are all satisfied with the service and help them immediately with any of their requirements.


	With the help of artificial technologies, I will ensure that the requirements of guests are fulfilled and they are satisfied with the hotel services (Ananeva, 2019). 
	As satisfied customers are more likely to recommend a hotel or service to customers, satisfying them will help in making our hotel to be recommended to others. This way, the business of the hotel can increase as well. 
	In case, customers need assistance with their health issues, I will inform the doctor nearby as soon as possible and help them with any first aid need that may help them (Margherita and Heikkila, 2021)

	To create a positive image among the guests, I will offer immediate service to them. Moreover, resolving any doubts that customers may have will also create a positive image for customers as they will feel valued.

	I will also ensure that no disruption happens at that time. I will effectively resolve guests issues and for any disruption that I am unable to solve, I will ask for assistance from others.
	Solving any issue and disruption will give guests uninterrupted and pleasant experience, creating a positive impression of the hotel.
	In the case of an emergency, I will call the guests to inform them about it and narrate the procedure that they might need to undertake to handle the urgency.

	Providing them with special offers that the hotel might have will make the guests happy and this will also create a positive image that will make them return again to the hotel.


	Managing the tasks in a timely manner will allow me to ensure that nothing is out of place. Moreover, this will help in the effective management of the front office duties and thus, a smooth running of the front desk can be ensured.
	As customers generally look for services that are at reasonable pricing, they will opt for this service again. Thus, by giving them offers or discounts, guests will be satisfied and may recommend this to others as well.
	In the case of customers wanting any special privilege that the hotel may not be able to provide at the moment, I can look for other offers that may satisfy their needs.
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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)


	Property management system (PMS) refers to software that hotels use to manage and administer their property and tools. The tool is largely used in hotels for front office duties, financial transactions, reservations, channel management, and more. There are various systems that are commonly used in hotels which include Cloudbeds, Mews, Oracle Hospitality, HotelTime, RMS, and more (hoteltechreport, 2023). In the modern-day, artificial intelligence has become an integral part of this system and by incorporating this technology, companies can track and manage their property seamlessly (Sapkota, 2019). The incorporation of AI and machine language (ML) enhances the capability of PMS. Thus, it can provide more accurate analytical and automated values for the property. Moreover, this can analyse the risks associated with property management. 
PMS can also be used to gather information about a hotel. With this information, effective strategies can be created to help in the growth of a hotel. As this technology has also the use in the reservation process customers, hotels can manage their data to provide better service to customers (Antonio, de Almeida, and Nunes, 2019). Moreover, innovative solutions like automated room controls, self-service, check-ins, and more can be provided to customers by using a property management system. 






	
Element 2 – Hotel Reputation


	Hotel reputation is an important factor that determines the success of the hotel. For effective management of a hotel’s reputation, employees have to create positive connections with guests. Having a friendly connection with customers makes them more appreciative of the hotel and thus, it will enhance the hotel’s reputation. Actively engaging with customers on social media generates positive responses from customers. With consistent content posting on social media, a hotel can stay relevant to customers, making them more attracted to opt for the services of the hotel. This way, a hotel can increase and maintain its reputation, garnering more business for itself. 
Electronic word of mouth or e-WOM has become a growing factor that contributes to the reputation of a company (Reyes-Menendez, Saura, and Martinez-Navalon, 2019). this refers to the opinion of people that they leave online platforms regarding the service of a hotel. With the advancement of technology, people look for online reviews of a hotel before selecting it for their stay. A positive e-WOM can be helpful in garnering a higher reputation, on the other hand, a negative e-WOM can tarnish the reputation of a company. Customers also care about the corporate social responsibilities of a hotel (D’Acunto et al., 2020). They prefer hotels which are environmentally friendly and ethical. Hence, fulfilling these duties can help in garnering a positive reputation from customers. Moreover, improving on the negative feedback will make customers feel valued and this may improve the hotel’s reputation. 





	
Element 3 - Communication 


	The role of communication in the operation of a hotel is immense and this enables the employees to work efficiently. Employing a smooth and better communication system creates a better understanding of the work, resulting in the efficient management of the hotel. Communication with the guests is of equal importance as customers are the main focus of a company. In this case, hotels should focus on verbal and written communication with employees. For written communication, social media platforms and the official website can be utilised to engage with customers. The more customers are engaged with a hotel, the more they will give a positive response to them. Moreover, this enhances word of mouth which can help in the growth of the hotel. 
Information of Things (IoT) is a technology that is widely used in the hospitality industry. With the installation of new and advanced technologies, communication among employees has become smoother and more effective (Mercan et al., 2021). IoT enables hotels to create innovative services that look after the needs of customers. This can also be used in decision making which enhances the quality of the service provided by the hotels. In this sustainable era, hotels need to establish digital communication which enables communication among employees more sophisticated (Tiago et al., 2021). This can also be classified as sustainable which can help the reputation of the hotel. 







	
Element 4 - Staffing 


	Staffs are the most valuable asset of a company without whom the management of the organisation cannot be achieved. They represent the hotel in front of the guests which states the importance of choosing the right employees in this case. As they serve the guests, there is a need for them to have the right skills that will enable them to serve the guests with proficiency.
As per the opinion of Yurynets et al. (2021), the educational competency of staff impacts the level of efficiency of a hotel. Specific knowledge regarding hospitality management enables them to offer excellent services to customers and represent the hotel to them in a positive light. In addition to hospitality knowledge, employers also need to look for some other skills such as teamwork, patience, time management, attention to detail, and more of these necessary skills at the time of recruiting to ensure effective service to customers (Long, 2023). Moreover, it is also necessary for employers to provide training opportunities for employees to update their skills. Industry awareness among employees is also necessary in the case of staffing in hotels as this helps them to provide services which can satisfy customers and increase the business of the hotels. But et al. (2021) presented the importance of technological advancement in the skills of hotel staff helping them evaluate with time. taking a competency-based approach to help staff enhance their skills help in providing better service to customers at the same time, helps their personal development. With technological knowledge and skills, hotel staff can enhance their efficiency which can help in garnering a positive reputation for the company with better services to customers, increasing their satisfaction. 
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