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The target of this reflection is to appraise me in terms of the necessary skills that will propel me into a specific front desk position as a receptionist, reservation agent, guest experience officer, or reception manager (Marriott International Careers, 2022).
I am considering how I will apply all of the knowledge I have gained this academic year, particularly the topics I encountered and engaged with during my hotel placement, to meet and exceed customer expectations, which are the primary role of a front desk team. The performance reinforcement provided by the reception manager who interacted with me at the Marriott Leicester provided an answer to my questions.
She told me that I will be a good receptionist because I am proactive, and my genuine smile, my jovial and friendly approach, and my authenticity and transparency with every guest will drive me excellently in this position (Career Addict, 2023).
Although I use basic sentences, “How can I help you today?", " Have an easy trip and we look forward to seeing you again at our hotel," she told me that my can-do attitude and hospitable nature is right and that I know how to create small gestures for guests in significant moments since they represent the beginning of building a valuable guest experience and are linked with the host's first impression and last impression too (Miller, 2021).
Probably, my optimistic attitude, contributed to my performance of focusing on the visitors, taking a professional approach, and listening to them with evident attention, which resulted in relaxed guests who were pleased and smiling. (E Hotelier, 2023).
 
I admit that I am privileged in that I enjoy meeting and connecting with new people; I am talkative and sociable; and, by nature, I like to surprise and delight others. This is probably why I have made so many friends throughout my life, even during my university placement. They stated that I am a good professional, capable of working in a team and with individuals and that my commitment to meeting our visitors’ requirements is evident (Stayntouch, 2023).
 
The core of Marriott Leicester, which engages with guests, consists of the front office department as well as the marketing, sales, and service divisions. Most visitors congregate at the front desk, which has made me realise the value of interpersonal abilities including empathy, active listening, one of the most effective transferrable skills, persuasion, and dispute resolution. I think it is essential that each guest feels special and has a good time while they are there because if they have a good experience, they will return to the hotel with pleasure whenever the opportunity comes throughout their lives. (Marriott Leicester Hotel, 2023).

Being engaging with people of various ages, races, and temperaments, it is critical that I can communicate clearly and intelligibly while also promoting my employer's brand. I claimed that to be a competent front desk clerk, I must be able to retain information, respond quickly, and analyse situations. Learning to multitask and manage my time will help me in this position. In addition, I must be able to cope with tension and keep my cool in high-stress circumstances (Indeed, 2023, a).

Maintaining my energy and grin is challenging due to the hotel being extremely packed and the visitors having a wide range of requirements; as a consequence, several skills must be mastered and controlled. Any debate can yield unexpected and very important knowledge if I pay attention to the details. The power of information lies in problem-solving. The more information you possess, the more equipped you will be to handle problems that might be expected or unexpected in my line of work. I realise that front desk employees at hotels often possess leadership qualities, which may assist them to manage busy shifts and handle overtime as necessary. (Indeed, 2023).
  
Additionally, my computer proficiency acquired and perfected over time is crucial in this sector. Nowadays, computer competency is essential, especially for front desk employees. The computer systems that manage commercial transactions with clients are operated by hotel front desk users, using their technical competence in PMS Opera Oracle (Setupmyhotel, 2023).

To sum up, throughout my placement, I found the work fascinating. The staff members are ready for travellers’ arrival and attend to their needs during their stay and until they leave. Being a great hotel front desk receptionist necessitates the following essential skills and traits: Above all, I need exceptional genuine customer service skills that allow me to address hotel guests' needs quickly, professionally, and promptly. I also require adaptability and availability to work the required hours, a calm and patient demeanour when dealing with customer inquiries, and the ability to competently handle complaints as they arise. I must also be commercially aware, capable of multitasking, and knowledgeable about hotel compliance and safety regulations. (Vidz, 2020)
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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?


	· Handover from the night,
· Read the daily packet, daily
· Read reception handover and BEO handover diary,
· Read the taxi book
· Allocate and communicate fire team
· Log on in PMS - Opera
· Fallow Soup of the day, All Items


	· Action accordingly, all pm accounts checked in for the day,
· Discuss brilliant hosting and the theme of the day
· Clean and arrange the front desk, concierge and information stand
· Ensure Marsha and Opera balance (room types, groups, rooms sold)
· Log into GXP and place all requests /GRFS in the system,
· Make sure that a person on shift will watch for chats’
· Review all arrivals through guest planning
· Day use update email address after check-in 
· Supervisor to print off case report from GXP
· Check for any day-left rooms, and ensure to inform the housekeeping department when the guests check out and ensure the room is dirty in the system,
· Print Downtime report every two hours –
· Check for any stayovers and process new keys
· Inform H/K of all rooms allocated for VIPs, regular and special requests through action trace report. Inform room service of rooms allocated for amenities,
· Ensure music in the lobby is turned up,
· Log into Expedia and respond to any comments left by guests 
· Check in GPX for any customer care open cases 
· Check rooms are ready for any groups in the house, and cut keys,
· Make sure all mobile check out are processed
· Ensure Marsha and opera balance (Room types, groups, rooms sold)
· Log off from PMS, Opera, and other pages with my user on,
· Propel detailed handover for next shifts.
	Probably because I have a lot of confidence in myself, in my ability to manage things and solve problems, in my knowledge of operating the PMS and the Opera programme intended for it, and in my positive and firm attitude in many respects towards meeting customer expectations and providing delivery services to make them feel special, one of a kind, and exceeding their expectations.
	· I will follow the standards, policies and procedures to meet quality.
· If something doesn't work, it will be wrong, I will learn from that thing and in the future, I will act on the learned facts.

	
Create daily checklists

	· Reservations - making direct reservations, group reservations, cancellation requests, overbookings
· Managing check-ins, early/late checkouts, room assignments, and guest luggage storage for arrivals and departures of guests
· Guest requests, such as room transfers, room service, vehicle services, package delivery, and upselling extra services
	It's critical to simplify front office procedures to prevent front desk workers from feeling overworked while on duty. To make sure you have the resources needed for efficient hotel operations, identify essential tasks.
	I will propose machines specially designed for check-in and check-out for guests, and chatbots that use artificial intelligence to route information to the appropriate department and respond to visitor inquiries.

Implementing automation throughout the hotel is critical to improving both the visitor and employee experiences. With technology assisting everyday operations and reducing the manual effort needed by front-office personnel, they will have more time to interact with visitors, generating unforgettable experiences that will leave a lasting impression.


	
Prioritize tasks to optimize for speed and customer experience


	Understand my target hotel audience.
	· If I cater to hotel business travellers, efficiency and professionalism will be key priorities.
· If  I cater to families, look for ways to create fun, memorable experiences.
	If there will be no complaints and the guests will be satisfied, I will maintain the plan.

	
Respond to hotel customers' and guests' demands in a timely, professional, and polite manner.


	Possessing genuine customer service skills.
	Everyone likes to be answered quickly, politely and efficiently
	I will follow pieces of training for continuous improvement.

	
Calm and patient approach to dealing with consumer concerns, tact to handle problems as they come


	Given how crowded the hotel is and the many needs of the guests can be difficult to keep my enthusiasm and smile. If I focus on the specifics, any discussion might provide unexpected and highly valuable information.
	Information is powerful when used to solve problems. The more knowledge you have, the more prepared you'll be to deal with challenges that can come up unexpectedly or expectedly of work. 
	If something doesn't work, or it will be wrong, I will learn from that thing and in the future, I will act in accordance with the learned facts. It is just my first day as a front desk associate and there is always something to learn, whether from positive or negative experiences, good actions or mistakes.



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)


	
Operations in a hotel are all the things that staff members arrange day to day to be ready for guests' arrival and tend to their requirements throughout their stay and until they leave.

A property management system (PMS) is a hotel management software platform intended for business management with different features, needs, partialities, and financial plans (Hotel Tech Report, 2023).

When it comes to managing front-desk operations, back-office operations, housekeeping, revenue management, reporting and analytics, customer relationships, and a central reservation system, a hotel PMS is crucial. To keep ahead of the competition in today's world, hoteliers must link their PMS with hotel accounting software. The results are encouraging. Monitoring the daily sales of the complete property portfolio becomes feasible, beginning with occupancy percentages, ADR, RevPAR, and other events (OPERA PMS Training, 2017).

PMS is especially important for front-desk operators to communicate with other departments, find guest reservations, check-in and check-out guests, cancel reservations, designate rooms, check room status, create reservations, find guest preferences and features, facilitate payments, authorise cards, and do many other things to meet customer expectations by remembering customer preferences and sending pre- and post-stay communications. Increase brand awareness by centralising information, automating processes, and being ready for an audit, data reports, and analysis at all times (Finances Online, 2023).


	
Element 2 – Hotel Reputation


	
Reputation is a public opinion, favourable or unfavourable, about someone or something; the way someone is known or appreciated; fame. So, reputation is the way others perceive another's image (Cambridge Dictionary, 2019).

Hotels and hotel brands desiring to build and sustain a strong reputation must pay consideration to how they market their brand and also ensure they establish expectations correctly and deliver on those shown/said once the visitor arrives. The guest experience must live up to the expectation of a good reputation. Consistency builds confidence (or lack thereof) with tourists and is projected in online reviews and post-stay feedback, which have a direct impact on bookings and profits (Cloud Beds, 2022).

Facebook, Instagram, Twitter, and, for the younger generation, Snapchat and Tick Tock—these social media platforms are fantastic because they provide businesses with a free marketing service as well as a way for customers to express their opinions. (Parry, 2021).

One of the most well-known review sites for a variety of things, particularly holidays, hospitality, digital management responses, and so on, is based on reviews that may have appeared on social media platforms such as TripAdvisor, which influence the hotel industry. Irrespective of whether a review is positive or negative, each of those should have some feedback and comments from the organization. A brand's image and what it delivers in terms of products and services should be very transparent, and if there is a problem, it should accept it and respond in terms of recovery. The customer is always right, and what you do as a company and organisation should be transparent to understand how to deal with guest review management. (NUS Business School, 2017).

Hotel reputation denotes the image of a brand or business that is reflected on the Internet. Online reputation management helps businesses defend their reputation by recognising and managing both positive and negative feedback across the Internet (Boley, 2020).


	
Element 3 - Communication 


	
According to the OED, communication is "the imparting or exchanging of information by speaking, writing, or using some other medium."

A hospitality company's interaction with its clients, whether in person, on the phone, or via digital channels including SMS, email, live chat, WhatsApp, and Messenger, is referred to as "guest communication."

Hotels must have a communication strategy that ensures a great experience at every stage of the visitor's journey. The strategy should include pre-stay communications such as confirmations and pre-arrival marketing. Post-stay activities such as feedback requests and promotional invitations to return should also be included in the goal of exceeding customer expectations.

Poor communication, in the opinion of hoteliers, can lead to diminished profits and unfavourable reviews. To lower the risk, hotels must be aware of the potential risks associated with poor guest interactions and work to promote proactive and open communication at the front desk and throughout the property (Voxer, 2023).

Traditional enterprise communication tools are ineffective sometimes because hospitality teams are not computer-dependent. Increased efficiency, engagement, and retention result from effective communication. When dealing with guests, it is vital to be timely and efficient. Employees need to work together in a collaborative environment and communicate clearly with visitors and across departments.
Workers who can always reach each other can collaborate to serve guests better and faster. Multiple teams must work together to share relevant information and mobilise to resolve the issues. All employees, from back-of-house to front-of-house, must be empowered to go above and beyond to create a memorable experience for the guests. (Hospitality Technology, 2023).

	
Element 4 - Staffing 


	
Staffing is the process of hiring workers, attracting and evaluating their skills, and then assigning them to specific job roles. It also involves the training, development, promotion, transfer, appraisal, and payment of employees.
Hiring people with a passion for hospitality, character traits, and an eagerness to build a career can be tough, so having clear objectives and writing job descriptions can help management attract the right people with trust and integrity (Hotel Management, 2023).

Brand consistency is essential for a strong corporate culture to ensure quality, safety, and value. Clear standard operating procedures (SOPs) for staff and written step-by-step guides on how to perform routine or repetitive activities in the workplace help maintain high standards. (Law insider, 2022).

Every personnel department in a hotel contributes to operations in some way, with both back-office and front-office staff members providing core operational services. When working with clients, employees must collaborate effectively across departments and workgroups. Staff members must be adaptable, friendly, and problem solvers to perform their duties and meet the expectations of visitors. They must be trained as frequently as possible and receive support and encouragement. To avoid the additional costs of retraining new employees, management must invest in their education and retention within the company, as well as provide them with opportunities and alternatives to advance in their careers (Hotel Management, 2023).

Hotel management teams must meticulously prepare, making sure team members have the direction, resources, know-how, instructions, and support required to carry out their responsibilities. Staff can be empowered through various tactics to gain employee engagement (Engage for Success, 2021).

According to David MacLeod, "This is about how we create the conditions in which employees offer more of their capability and potential."
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