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	Introduction
Working at the front desk in hotels requires you to ensure that people coming have an enjoyable experience. Being a front desk officer at a hotel requires various skills and talents, and the task is mainly checking in, checking out guests, listening and solving people's queries and making reservations for people, thus making a good impression on the customers. Hence, employees working in hotels as front desk officers are responsible for building up the image and reputation of the hotel.
Key skills required to work on the hotel's front desk 
There are some essential skills which are required to work at the front desk of any hotel. Communication is one of the vital skills required by the hotel management to work on, and having a soft tone will not only attract customers but it also ensures that the environment is comfortable. Hotels also require problem-solving and technical skills because data is usually stored in computers using various software and operating systems. (Pascual-Fernández et al.,2021) Also, problem-solving skills require acknowledging the problems and providing a solution. In Addition, dealing with individuals daily requires patience, even when some customers can be challenging. Working with a team and leadership skills are also crucial to work at the front desk because it helps them manage busy shifts and proper operation of duties and collaborates with teammates in making overall performance better for even making customer experience pleasant.
Personal reflection 
Being a front desk employee at the hotel for some time, I have also visited various hotels around the UK. I remember only those hotels, mainly those that have shown great hospitality, making it feel like home. Working at the front desk also requires having a professional appearance and excellent communication skills while maintaining patience, even if the customers give you a hard time. In Addition to this, this job also required troubleshooting skills because guests can have different issues and queries and should be listened to calmly and given a solution. They are properly explaining to the customers the payment methods, services and availability of rooms. One of the significant factors required for this job was having a good tone of voice throughout the day. Hence, ensuring guests have an enjoyable and smooth experience and receiving feedback regarding hotel services and staff.
Application of theoretical knowledge whilst working in the industry
In the topmost-rated hotels in the UK, it was identified that the responsibilities required to manage all the online and in-person reservations, welcoming guests with smiles as they arrive and listening to their queries. Carefully understanding clients' complaints with patience and then solving them to ensure they get the best experience. Communication skills are mainly focused on all the job requirements, and a good customer service attitude should be helpful, pleasant, professional and welcoming. (Ndiuini and Baum, 2021) Patience, empathy remaining calm and composed is also vital for being an excellent front desk officer at a hotel. Furthermore, working at the front desk also requires you to troubleshoot and work independently with a proper .and professional appearance. In Addition to this, ensuring all the preparations are made beforehand, hospitality and organising service for guests in terms of transportation are also the duties of front desk employees in hotels. 
Why the front desk is important in the hospitality industry?
Hospitality is another crucial factor which attracts customers and makes them remember the hotel positively and makes loyal customers. Hospitality is essential for building relationships with your customers and giving them something to look forward to. To build a successful hotel, the team should be soft-spoken, actively listen, and exceed the customers' expectations. (Jawabreh et al., 2020) Satisfying customers' needs makes them unwind, realising that the staff is approachable, and making the environment feel like home while not being at home not only increases the productivity of the hotel by attracting new customers but also helps generate positive reviews. The front desk is also involved in providing customers valuable services, handling all the transactions between the guest and the hotel, and providing the best service to customers. (Olimovich et al., 2020) This department is also supposed to give all the updates to the customers regarding rooms and concierge services.
Industry examples 
The top most reviewed hotels in the UK, such as Hotel Wilde Aparthotels, Bermondsey Locke, Pan Pacific, and Blackbird, require those candidates to possess skills to greet guests upon their arrival and make them feel safe instantly. Good handling of computers to ensure smooth check-ins and check-out of customers and efficiently explaining to them all the services available. (Marneros et al.,2020) Recording all the details of the customers and giving them information about means of transportation and processing of payments too. Moreover, they require excellent verbal and interpersonal skills and professional appearance. And most importantly, hospitality is the main requirement a candidate must have to work at the front desk of hotels, and some hotels even require hospitality qualifications. Having front desk employees possessing all the above skills have played a major role in making them top most rated hotels.
Conclusion 
The front desk officer is the first contact guest made in any hotel, so they are required to possess qualities to attract customers by welcoming them. Employees at the front desk ensure that the customers get the best experience by making them feel safe, effectively responding to their queries and managing other technical responsibilities.
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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?


	Offer little extra touches where they feel welcomed. Extra touches like a smile and friendly gesture as the guests check in. Also creating a calm ambience for their peace.  
	Surely the visitor experience will be enhanced by knowing them better inside out. Watching out for their routines and considering their needs as a priority.
	The importance of having a helpful and friendly customer support representative cannot be underestimated.
	Informing and reminding the employees throughout of the keen accountabilities they have to perform.

	Increasing guests' value by offering them some free amenities. However, guests may inquire whether the hotel offers free Wi-Fi or if breakfast is offered.
	Setting out priorities accordingly as the manager will not be available. Likewise, distribute responsibilities equally.
	The front desk and manager duties will indicate some deliberation. A lack of focus on information while submitting claims might lead to a variety of problems.
	Keeping open means of communication for the staff, as if they have any problems or issues they can talk and solve within the hotel premises. 

	Assure guests that if they have heard any concerns they may have about their stay, the hotel staff will act right away to address the issue.
	The greatest way to operate would be that workers for anything are to provide recurring training and guidance at all times.
	The ideal front-desk position requires a great multitasker. Therefore, management with the guests and employees will be fully concentrated. 
	A timetable will be established for recording the actions made to remedy the issue if occurred and the processes needed to avoid any problems in the future.

	Show every guest that the hotel is concerned about their unique needs.

	Can produce a travel guide with the most popular suggestions to offer an even better-customised service.
	Being the customer's first and last point of contact when working at the front desk makes it vital to represent the hotel favourably and leave a good first impression.
	Putting on the duties of front desk representative on an automate like automated messages and email replies to facilitate and focus on all the guests. Therefore, making sure that guests are accolated fully even when the manager is not around. Making sure that the customers do not feel the need for any other guidance and are comfortable with the best services we provide. 

	Customer service best practices will be offered by all staff members.
	Attaching an automated program for guest booking to help with customers' safety.
	In many ways, the front desk employee resembles the calm conductor of a train. Creating links between a person's position and those of other hotel staff members is required to improve the visitor experience.
	Making sure to work as a leader and put inabilities that will include successful dispute resolution and the ability to form long-term commercial relationships. 
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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)


	A property management system (PMS), which is computer software, streamlines the administrative and reservation operations for hotels (Legrand et al.,2022). Front desk operations, reservations, channel management, cleaning, rate and occupancy management, and payment processing are among the most significant roles. PMS software may be used to manage housekeeping and human resources in addition to reservations and financial transactions. In general, a property management system (PMS) facilitates hotels' critical internal and external operational responsibilities. Hoteliers are gradually adopting modern technologies such as mobile keys, self-service check-in, in-room controls, and electronic payments. Many multinational corporations are already implementing smart infrastructure based on the Internet of Things ((Legrand et al.,2022). Legacy PMS software could only be able to handle one task, need additional modules, or be challenging to integrate with other hotel management systems. In order to handle all of the operations, hotel operators are looking for a one-and-done solution. However, multiple work requirements are combined into one software programme by contemporary property management programmes. Depending on the provider, the mix of modules and functionalities may change, and the functionality of one module may alter slightly. Some vendors provide their systems in the form of individual modules that can be integrated with an already-existing hotel solution. 
In Addition, even if each of the PMS's responsibilities is crucial, ranking them according to priority might be difficult (Buhalis and Leung, 2018). Regardless of the kind of property, hotel property management systems must feature a reservation system with a website booking engine and a front-desk operations module. Additional essential components include channel management, revenue management, housekeeping, customer data management, reporting, and analytics.

	
Element 2 – Hotel Reputation


	The reputation of a hotel has a direct influence on its long-term occupancy rates. For the growth of the industry as a whole, it is crucial to manage the hotel's reputation (González-Rodríguez et al., 2021). If executed well, it might increase hotel revenue, brand value, and repeat business. Likewise, how the general public sees a person or object online and in digital media may be summed up as their online reputation. The internet's current popularity explosion is a result of a variety of causes, including social media's fast growth and increasing accessibility (Chandran and Bhattacharya, 2019). The influence of an organisation's content is frequently greater than that of user involvement and reaction in determining how people view it.
The following are some of the elements that might have an impact on someone's online reputation:
· Adverse publicity, 
· social media posts, 
· critical remarks, 
· security issues
The hotel sector is significantly impacted by online reputation and customer reviews. A hotel's reputation has a direct influence on its long-term occupancy rates (Bacik, 2019). For the growth of the industry as a whole, it is crucial to manage the hotel's reputation. However, if executed well, it might increase hotel revenue, brand value, and repeat business. Customers' viewpoints on hotel evaluations provide them with an accurate image of the hotel's amenities and services, helping them to make a well-informed booking decision (Chandran and Bhattacharya, 2019). The following are some elements that contribute to its importance to the company:
· Reputation management: This practice enables you to assess your circumstances and then design a strategy for reputation monitoring. It makes an effort to establish and uphold a good reputation online.
· Reputation restoration: Finding bad search results and responding to them as necessary as part of reputation repair. Regularly addressing these problems promotes goodwill and builds a solid reputation.
· Reputation management: Enhancing your hotel's brand image might encourage more people to visit your website. Making good things is one method to do this.

	
Element 3 - Communication 


	Communication of thoughts, information, ideas, outcomes, and statistics between management and workers in the hotel industry must be two-way in order for the message to be effectively received and understood (ABDİEN, 2019). In order to maintain employee engagement, boost morale, keep people linked to the business, solve issues more quickly, and foster ongoing professional development for both management and staff, two-way communication is essential. The objectives of efficient communication at your hotel are to establish functional channels of communication and disseminate clear information among your staff in order to enhance the guest experience (Bardi, 2021). The information must be conveyed effectively, utilising the proper communication methods and media. This enhances the likelihood that the receiver will recognise, understand, and remember the message. 
The Top 5 Hotel Communication Improvement Steps
1. Open lines of communication. When disseminating information, it is essential to use a number of methods to guarantee proper delivery and increased employee participation (ABDİEN, 2019). A key element of effective communication is selecting the appropriate channel for each piece of information that has to be transmitted.
2. Show employees respect and recognition. Knowing your staff is crucial for leadership, and it also facilitates better internal communication.
3. Pay great attention to the timing of your message distribution. Regardless of importance, every piece of information is delivered on time. 
4. Compile feedback and keep in touch. Encouragement of employee input is one technique to build and enhance a company's culture.
5. Ensure that your staff is aware of the value of communication. Effective internal and external communication is essential for success and needs to be ingrained in everyone.

	
Element 4 - Staffing 


	For the vast majority of hotel jobs, a four-year degree is not required. In the hotel sector, where benefits like uniforms and staff meals are provided, one might meet intriguing individuals. An Individual might be able to advance to management or a senior position by using their experience as a hotel employee. A hotel is a difficult industry that needs committed workers to run smoothly (Li, 2020). To put guests at rest, hotel staff members are in charge of making reservations, cleaning rooms, planning events, and maintaining the property. A job in hospitality may be perfect if ones enjoy interacting with people.
Customer satisfaction is the major goal of the hotel industry. The hotel industry provides customers with the greatest services. This category includes jobs in the management of food and drink, tourism, and other related industries. In order to keep visitors satisfied, hotel personnel should provide excellent service. They need to have excellent customer service and communication skills in order to deal with the general population. However, hotel staffing is essential since it supports the best use of human resources in a variety of ways (Nikolskaya et al., 2022). The correct hiring process improves workplace happiness and staff morale. Better use of human resources is ensured via staffing. The Goals of Staffing are as follows: 
· Finding qualified people for various jobs inside the firm is the major objective of staffing.
· During staffing, the right person is hired for the right job, increasing productivity and performance.
· It encourages the optimal utilisation of human resources available in a variety of ways.
· The right recruitment boosts employee morale and workplace satisfaction.
· Staffing ensures better human resource utilisation (Sadual and Eknath, 2022).
· It ensures the organisation's stability and growth through development managers.
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