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The following essay will elaborate the important role that front desk management and an assistant play in the hospitality business. First and foremost, it will discuss the necessary skills that a front desk assistant must exhibits in accordance with its job requirements. Afterwards, a section will give an account of my experience of my first day experience at Ibis Hotel in a given situation. The section will highlight my capability and assess my skills requires for a front desk assistant. 
The role of the front desk management within a hotel industry is critical for the facilitation of guest satisfaction. However, it functions as the primary point of contact for visitors during their initial interaction with the establishment. The primary job role of a hotel front desk attendant necessitates a particular skillset that enables individuals to provide exceptional customer service (Bardi, 2010). Moreover, I needed to cultivate the skill to navigate diverse and difficult situations, and efficiently manage operations. I, a student of hotel management, have recently completed my internship in Ibis Hotel as a front desk assistant. During my internship there, I have faced with many rudimentary competencies that I resolved with my previous knowledge. Possessing exceptional communication skills is a critical skill set for a front desk professional. This is the unit where I had to interact with the guests so, I had to employ my theoretical knowledge to understand the importance of Effective interpersonal communication. Whether verbal or written, this skill facilitated me with the process of engaging with patrons, comprehending their needs, and providing accurate and helpful information during my internship at Ibis Hotel. Efficient and concise communication also enabled me as front office staff to offer interdepartmental coordination with other staff of the hotel. These aspects include housekeeping and management, to expeditiously address guest inquiries and requests (Corgel et al., 2011). However, I had to develop my active listening skills that plays a pivotal role in promoting a hospitable and accommodating environment. I had to pay utmost attention to the guests’ queries in order to comprehend their problems and convey empathy towards the concerns of guests. Moreover, I feel it is imperative for me as a professional to exhibit a genuine desire to assist other departments (Hammer, 2016). Communicating with them as well as my previous experience helped me to execute a readiness to exceed their projected levels of contentment. My ability to adopt a customer-centric mindset as front desk personnel endowed me with the necessary skills to handle customer grievances. I have realised how vital it is to resolve issues in a calm and empathetic manner. With an unwavering commitment I had to identify and implement solutions accordingly to meet the satisfaction of the guest (Solomon, 2018). The lobby of Ibis Hotel is a dynamic and fast-paced environment that requires competent employees to effectively handle multiple tasks simultaneously. I had to take care of the guest check-ins and check-outs, responding to incoming phone calls and emails, securing reservations, and addressing guest queries necessitates. These are the most essentials job tasks that I as front desk staff had to demonstrate with a notable aptitude for multitasking. The successful implementation of my previous learning aptitudes like time management techniques helped me throughout my internship at Ibis Hotel. These results in the prioritisation of tasks, prevention of unnecessary delays, and seamless maintenance of workflow there. All these contributed to my efficient work process as the hotel often confronted with unexpected situations. However, to resolve the problems I required swift and proficient problem-solving abilities and decision-making skills. I had to showcase my attribute that I gained during the course to resolving diverse issues pertaining to billing mismatches, accommodating unforeseen requests, or handling guests' dissatisfaction (Tewan, 2009). Ibis Hotel is popular and receives many guests for which knowing to managing software technologically-based tools are crucial. I optimised booking management, streamline payment processing, retrieve guest information, as well as generate reports are under immense pressure. Furthermore, I showcased my computer skills, specifically in word processing and spreadsheet applications. All the learning outcomes of my course enabled me to effectively handle administrative responsibilities with ease (Tesone, 2015)
Hence, I feel that it is important that an assistant serving in front desk roles carries a composed and balanced comportment when encountering complicated situation. Resolving conflicts is an essential duty that must be carried out with a diplomatic approach following the protocols. This is also crucial for the employee in the hospitality sector to exhibit proficient capabilities in order to efficiently manage inter-guest conflicts. 
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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?


	[bookmark: _Hlk135853106][bookmark: _Hlk135853028]I will come to the front and will heartily welcome the guests. I will greet them with a friendly manner and make them feel comfortable and safe. 

	[bookmark: _Hlk135853653]I will begin my shift by communicating with other personnel related to the same job task and will communicate with them from time to time to scrutinise whether job tasks are done efficiently. 
	After attending a course on hotel management, I have acquired quite a handful of knowledge about the job role. Moreover, during my assessments regarding the course, I have received positive feedback about my approach. 
	I will first get familiar with the terms and conditions and other policies and guidelines that the hotel I am for follows. This is imperative that I go through every minute detail written in the guideline so no mishap generates while meeting the objectives. 

	[bookmark: _Hlk135853114]
I will use my verbal communication skill to interact with them and listen to their requests and queries with great attention. Alongside this, I will try to be more emphatic with my words and be patient maintaining professionalism. 
	[bookmark: _Hlk135853665]
Additionally, I will maintain an open communication with other desk members and other units. I will also try to keep other staff updated to make an impactful effort (serve360, 2023). 
	
While being in the internship, I will consider taking feedback from the guests whether they are happy with the service or not. If not, I will change the course of my actions and attempt to fulfil their contentment. The results or outcomes induced confidence in me while pursuing the degree and my peers also appreciated my field works as well as my thinking process while conducting group assignments. 
	
However, in the absence of manager, I will make sure that I make clear communication with other staff working in the hotel. Along with assistant manager, I will contact supervisors, room service department, and other departmental heads to make them informed the whereabouts of the guests.

	[bookmark: _Hlk135853123]Moreover, I will attain more knowledge about the hotel, its protocols, facilities and other services. On my first day it is imperative that I get to know the whereabouts my workplace so I can easily resolve problem and communicate with other departments. 

	[bookmark: _Hlk135853673][bookmark: _Hlk135854088]I will also keep myself alert if any trivial inconvenience arrives and will immediately inform the related department. I am going to apply my skills to solve the problems tactfully without breaking the protocols or disappointing the guests. Moreover, I will try to examine the situations and will investigate the root of it to take proper action, evaluate the existing options and execute accordingly. 
	While communicating I will realise whether other staff are properly updated of the present situations or not. Maintaining communication is pivotal and any breach will make me realise that the progress is not sufficient. This will help me understand my mistakes and I will make changes in my decisions to make the workforce active. 
	Additionally, I will make sure that I go through the reservations or any previously booking details to make myself fully aware of the upcoming guests. I will check the emails and messages if any query is due or unattended. 

	[bookmark: _Hlk135853132]In the absence of the manager, I will definitely take his role for the day, and will appear maintaining a professional outlook. A polished appearance helps to make a good impression and contributes to the overall impression of the venture (esg.hilton, 2023). 

	[bookmark: _Hlk135854099]In order to maintain the work progress active, I will further maintain a guest-centric approach so the guests feel free to come up to me for their requests or complaints. I will also prepare myself to provide personalised service whenever needed. 
	Lastly, I will take feedback from my colleagues and supervisors about their satisfaction regarding my methods and strategies as an intern on my first day.
	I will follow the proper procedure of each guests’ documentation so no protocol is violated and that ensures the safety of the hotel. Moreover, going through the entire lengthy process will assure the guests of their protection enhancing hotel’s reputation. 

	[bookmark: _Hlk135853146][bookmark: _Hlk135853152]On the very first day, I will be more attentive and careful and stay more organised. I will try to make a proper schedule within the given time to sort out or prirotise my jobs for the day. Still, I will stay calm and composed if any uncertain and difficult situation arises. 

	[bookmark: _Hlk135854106][bookmark: _Hlk135854114]I will personally attend the guests to ensure they are enjoying their stay in the hotel. This can create a positive impact on the entire customer experience and overall hotel impression. 
	
	



Component Three:
Contribution to Overall Module Assessment: 50% (1000 words +/- 10%)
[bookmark: _Hlk135854484]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 PMS is a software for hotels and resorts to automate daily operations, manage reservations, and make new bookings. PMS provides real-time availability, pricing information, and guest database. Information may include contact, past stays, requests, loyalty. Moreover, PMS front desk module streamlines check-in and check-out, generates registration cards, manages payments, and updates room availability in real-time. Alongside this, they manage inventory of rooms and property units, tracks availability and rates, and allocates rooms based on guest needs. However, it automates charges, generates invoices, tracks payments, and integrates with POS systems for additional hotel outlet fees (Johnston et al., 2012). A PMS offers reporting and analytics for KPIs, financial data, occupancy rates, revenue, ADR, guest demographics, and more, enabling data-driven decision-making. The facility also integrates with OTAs, GDS, and hotel website to manage bookings, maintain rate parity, and reduce overbooking. Modern PMSs offer guest communication and CRM features for hotels to engage with guests before, during, and after their stay through automated channels. Users restricted, info secured with encryption, backup and recovery prevent data loss or breach. A property management system includes crucial elements such as reservations, billing, reporting, and security to improve efficiency, guest service, and profitability for accommodations. A hotel's reputation is based on service quality, guest satisfaction, cleanliness, safety, complaint handling, sustainability, authenticity, consistency, and online presence (premierinn, 2023).


	


Element 2 – Hotel reputation


	

When assessing hotel's reputation, key elements matter. These elements impact guest experience and perception of the hotel. Hotel staff service quality is crucial to reputation. Guests expect capable and welcoming staff who can effectively assist them. Great service: quick responses, fast check-in and out, personalised attention, and going the extra mile for guest happiness. Hotel's reputation depends on guest satisfaction. Meeting or exceeding guest expectations in all areas of their stay. Guest feedback, reviews, and high ratings show a hotel consistent satisfaction. Guests expect clean and appealing facilities. Detailed cleanliness, maintenance and timely repairs show a hotel's commitment to guest comfort. Hotels prioritise guest safety and security and thus, the administration must incorporate strong security measures, like surveillance, access control, and trained staff. Efficiency enhances guest experience at hotel. Guest complaints and issues affect a hotel's reputation (hospitalitynet, 2023). Addressing and resolving guest concerns promptly, with empathy and suitable solutions, can turn a negative experience around. Effective guest feedback system improves hotel's reputation. A hotel reputation is based on authenticity and consistency. Hotel guests expect consistent brand promise delivery. Hotel identity, values, and selling points should be reflected in every aspect of operations. Consistent authenticity breeds loyalty. Good guest reviews boost a hotel's reputation on travel sites, social media, and review aggregators. Managing and enhancing reputation requires an engaging online presence, timely responses to guest reviews, and leveraging social media to showcase the hotel's offerings and engage with guests. In summary, a hotel reputation is based on service quality, guest satisfaction, cleanliness, safety, complaint handling, sustainability, authenticity, consistency, and online presence (Wood, 2013). 






	

Element 3 - Communication 

	
Effective communication is crucial for hotel operations both internally and externally as it ensure hotel success include seamless coordination, guest satisfaction. Efficient communication among all departments is crucial for seamless task execution. Using communication tools like email, instant messaging, memos can promptly share information and keep everyone aligned. Trained hotel staff to communicate effectively with guests, addressing their needs and concerns. Having multilingual staff enhances communication with global guests as they enhance overall guest experience. Technology and communication are essential in the digital age and their contribution is significant in this context. Communication and coordination among departments are crucial for smooth hotel operations like conducting meetings and collaborations boost interdepartmental communication for excellent guest experiences. Regular branding communication is crucial for a strong identity and consistent messaging across all communication channels establishes a positive image highlighting hotel's unique selling point (restaurantonline, 2023). Communication protocols in emergencies are crucial and thus, the hotel is necessitated with trained staff to comprehend the situation to make amendments. Staff should align with brand messaging for a unified guest experience and the hotel must creating feedback channels and surveys is vital for pinpointing ways to improve guest satisfaction. Seeking guest feedback shows commitment to improvement. Studying guest feedback informs communication and improvements. Good PR and external communication improve hotel perception. Updating website, social media, press releases, and local media can attract guests. Promote specials, events, and sustainability for better reputation and visibility. To sum up, hotel communication involves internal clarity, guest interaction, multilingual skills, crisis plans, technology, teamwork, brand consistency, feedback, and external outreach (Vallen and Vallen, 2012). 






	Element 4 - Staffing 


	
Staff are solely responsible for enabling hotel operations efficiently, roles and responsibilities must be clearly defined. Identify positions, with clear duties, for smooth operations like front desk, housekeeping, food and beverage, maintenance, and management. Staffing levels are vital for meeting guest expectations and managing costs. This requires evaluating factors like hotel size, occupancy rates, seasonality, and service standards (hotelowner, 2023). Proper staff levels guarantee fast service and avoid staff overload. Evaluating necessary skills for each role is essential. Roles require specific expertise, like customer service skills, language proficiency, and technical or culinary knowledge. Identifying these helps with recruiting and training. A good recruitment process is key in finding skilled candidates. This includes using diverse channels like job postings, online tools, and agencies. Thorough interviews and assessments assist in selecting suitable hotel staff. Comprehensive training is vital for acquiring necessary skills. Train staff in customer service, safety, operations, and technology. Offer ongoing development to improve skills and boost hotel success (Vallen and Vallen, 2014). Good scheduling prevents overstaffing, understaffing, and burnout. Communication and collaboration are crucial for smooth operations. Regular team meetings and effective internal communication tools encourage teamwork and information sharing. This ensures staff members are aligned and can address issues promptly. Performance management systems monitor, evaluate, and reward employee performance. Clear expectations, regular evaluations, constructive feedback improve performance. Recognising and rewarding achievements and promoting work-life balance contribute to employee satisfaction. Staffing needs of a hotel can change due to seasonal fluctuations, events, or guest preferences. Flexibility, cross-training, and technology can help hotels manage changing demands and ensure exceptional guest experiences (Fallon and Rutherford, 2010). 






		Word Count
	1012



References 
Bardi, J. (2010) Hotel Front Office Management, Wiley, London
Corgel, JB, Sturman, MC & Verma, R. (2011) The Cornell School of Hotel Administration on Hospitality: Cutting Edge Thinking and Practice, John Wiley & Sons, Incorporated, Hoboken.
esg.hilton, (2023). About Us. [Online] Available at: https://esg.hilton.com/ (Accessed 17 May 2023).
Fallon, M. & Rutherford, D. (2010) Hotel Management and Operations, Wiley, London 
Hammer, J. (2016) Revenue superstar! The simple rules of hotel revenue management. Great Britain: Amazon.
hospitalitynet, (2023). About Us. [Online] Available at: https://www.hospitalitynet.org/ (Accessed 25 May 2023).
hotelowner, (2023). About Us. [Online] Available at: https://www.hotelowner.co.uk/ (Accessed 27 May 2023).
Johnston, R Clark, G. Shulver, M. (2012) Service Operations Management, Pearson, London 
premierinn, (2023). About Us. [Online] Available at: https://www.premierinn.com/gb/en/why/force-for-good.html (Accessed 19 May 2023).
restaurantonline, (2023). About Us. [Online] Available at: https://www.restaurantonline.co.uk/ (Accessed 25 May 2023).
serve360, (2023). About Us. [Online] Available at: https://serve360.marriott.com/ (Accessed 15 May 2023).
Solomon, M. (2018) The Heart of Hospitality. New York: Select Books, Inc.
Tesone, D. (2015) Principles of management for the hospitality industry. London: Routledge. 
Tewan, J. (2009) Hotel Front Office: Operations and Management, Oxford Higher Education Press
Vallen, G. & Vallen, J. (2014) Check-in check-out. Harlow: Pearson.
Vallen, G. & Vallen, J. (2012) Managing Hotel Operations
Wood, R. (2013) Key Conceptsin Hospitality Management, Sage, London


image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




