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As per the views of Sayin, and Karaman, (2019, p. 187), there are certain skills that are required by the front office personnel to inculcate so that they can easily book the reservations and convey the check-in policies of the hotel to the customers. Therefore, the various skills of the front desk individual in a hotel are analysed in a detailed manner in the study.
Describe how you will be able to implement theoretical knowledge whilst working in the industry.
In order to function as front desk personnel, I have strong interpersonal communication that can assist me to interact with a large variety of people such as upper management, colleagues and most importantly clients as well as customers. As a result, I can understand their queries and give solutions, accordingly, maintaining the position as well as the increased profit of the guest house. Apart from it, a strong active listening ability can assist in providing authentic customer service creating a sense of respect, trust and belongingness among the hotel customers as well as clients (Ashirkulovna, et al., 2020). My effective time management and people management ability can encourage me to create, update and maintain the schedules of day-to-day activities for smooth operations of the guest house. Additionally, it can assist me to determine the dates as well as times for upcoming meetings taking place in the hotel and the arrival of special guests. 



Key Skills for Front Desk
(Source: Developed by Author)
Connect your work to industry examples and where applicable experience.
For example, while working at Hilton Hotel as a front desk trainee I believed that my efficient communication abilities assisted me to connect with various types of hotel customers and help them out with their necessities, increasing the brand name of Hilton hotel indirectly. I felt good that I contributed something to fulfilling the business objective of the concerned hotel. Consequently, another example is Premier Inn London, where I was functioning as a front desk receptionist and due to the absence of problem-solving capability, I could not solve the issue of a few foreign guests and my senior had to listen to it high authority, so there I had a bad experience. Furthermore, computer skill is also important in order to ensure data entry in the computer within the hotel. Effective computer skill is important for entering details of guests step by step in the software for which skilled workers are needed. Hence, I believe that without effective computer skill, front desk person of a hotel cannot ensure the quality of performance.
I have conception that my effective time management ability helped me to schedule the meetings of special guests as well as customers at Hilton Hotel where I was functioning as an intern in the front desk area. Therefore, this experience went well but due to a lack of Multitasking ability, there were certain challenges as all the customers could not be addressed at a specific time (Corgel, et al., 2011). As a result, my confidence was lowered and I got confused, making mistakes therefore this experience did not go well in Premier Inn London. But to the contrary, there were managers who helped me to answer the client with a multitasking approach and I realized that I have to build the respective skill. 
Discuss why the topic is essential in the hospitality industry.
As depicted by Yaacob, et al., (2021, p. 710), it is the fourth step of the reflective cycle and in this step, the details of the situation are interpreted in a logical approach. I think my strong communication skill has helped me to understand the requirements of the clients and create a sense of belongingness among them. Therefore having an effective interactive capability is essential in the hotel industry. Apart from it, the absence of problem-solving and multitasking capabilities restrained from mitigating the issues of the guests as well as handling too many calls at one time of the customers leading to a lowering of sales in Premier Inn London. Therefore these both skills are required to sustain in the hospitality industry to successfully complete the registration process at one time and create a strong customer base hotel. 
Conclusion
It illustrates the fifth stage of the respective cycle of reflection and here the thing that has been learnt from the situation is identified. I learnt that I have effective communication, time management and active listening potential. But I learnt that I have to upgrade my multitasking as well as problem-solving capabilities so that I can successfully conduct my career as a front desk manager in the hotel sector.
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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?


	Post Booking Communication


	In order to smoothly conduct the hotel operations for a day I would build a connection with the guests and set a tone for staying with the customers providing them with valuable data. 
	I think this way a sense of trust and belongingness can be created among the guests. 
	Building a team for sharing customer data at the time of critical situations. 

	Providing freebies and complimentary services


	I would provide a few services for free so that the brand name of the hotel is retained. 
	This is an appropriate idea for creating a strong consumer base and adding to increased profit. 
	Making a clarification to the guests during registration about free services. 

	Offering multiple communication channels


	According to Nam, et al., (2021, p. 554), the free accessibility of the PMS and CRM system can help guests to personalize their text messages and the hotel can keep their data confidential. 
	I think that the flow of interaction would be smooth and flexible. 
	The inclusion of innovative technology such as AI to manage multi-interaction channels. 

	Implementing in-room technology


	The provision of smart room keys can help customers to open their room doors with a simple swipe, and the business operations can operate with flexibility. 
	It is one of the best ways to attract high class consumers and especially the young age audience.
	 A Proper investment must be made in making the plan successful. 

	Pro activity in providing the service


	I would quickly provide the hotel services so that the customers do not get irritated and the brand name of the hotel is maintained. 
	I think it is one of the best ways to welcome and satisfy the requirements of the customers. 
	The services that take less time to serve must be adapted. 



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)


	According to Hammer, (2016), the property management system (PMS) is recognised as a software application for the operations of commercial residential rental properties and hospital accommodations. In this aspect, the hotel property management system enables the management of front-office functionalities such as guest check-in and check-out, booking reservations, room rates management, billing, and room assignment. As opined by Solomon, (2018), the hotel industry is making investments in advanced technologies such as “Cloud-based Hotel PMS” for quicker and flexible check-in and check-out of the guest. Another prime benefit of using the technology-advanced hotel PMS is to increase the housekeeping efficiency level with an instantaneous update on housekeeping mobile devices. 
As cited by Fallon and Rutherford, (2010), the cloud-based property management approach within the hotel industry can connect the financial and operational procedures by leveraging pre-built integrations to accounts payable, account receivable, and hotel industry receivables. In addition, the cloud-based property management system integrates the hotel's back-office systems by covering the approaches of property infrastructure devices and payment gateways. Moyeenudin, (2021, p., 212) stated that technology-advanced PMS in the hotel industry can consider new assets and properties online in a faster way. Each new release can bring new capacities to provide a significant guest experience, indicating the improvement of operational efficiency and the enlargement of the staff productivity rate. An effective hotel PMS provides quicker information regarding the room occupancy level, accommodation-based exclusiveness, and booking channels in a real-time visualisation approach Koh and Hassim, (2021, p. 980). The potential outcome of the smart PMS in the hotel operation indicates a sales boost and marginal profit increase in the competitive era.     

     

	
Element 2 – Hotel Reputation


	As per the ideation of Wood, (2013), the hotel's reputation ensures the goodwill and brand identification approach of the hotel in the dynamic business territory. In this aspect, the “hotel's reputation management” is outlined to improve its brand score and overall sales intensity by critically monitoring every detail of its departmental operations. According to Perez-Aranda et al., 2019, p. 628), a sound reputation of a hotel has a direct footprint on hotel occupancy levels in the long-run approach. In order to improve the hotel's reputation level, the Operation Manager is paying attention to key attributes such as “Reputation Monitoring”, “Reputation Building”, and “Reputation Repairing”. As opined by Anggani and Suherlan, (2020), the reputation monitoring plan can be evaluated to identify the issues in the hotel operation process and determine more effective contingency approaches for retaining the hotel's reputation. 
Subsequently, “Reputation Repairing” is another crucial parameter through which the negative impact on the marketing processes, IT implication styles, and customer-handling styles can be detected (González-Rodríguez et al., 2019, p. 400). Based on the risk severity degree and likelihood range, the repairing process can be initiated by reviewing the evidential consequences of the action plan for particular complexity overcoming. Accordion to Lai, (2019, p. 118), “Reputation Building” is another significant factor through which a positive and healthy reputation can be derived, resulting in the evaluation of more customer traffic toward its business. A strong reputation level in the hotel industry can increase its customer base and overall sales intensity. Henceforth, the hotel chains can make alterations to their “Customer Listening Strategy” and “Marketing Process” under the theme of “Reputation Building”.         





	


Element 3 - Communication 

	As per the statement of Wiley, (2014), communication is a vital parameter in developing a collaborative relationship and high-performing work culture in market competitiveness. In the case of developing concise and clear communication with the employees, other industry professionals, and guests, a high degree of transparency can be established. Considering the hotel industry and hotel operations, the Business Leaders and Upper Management prefer the adoption of “interpersonal communication” Tesone, (2015). Through this communication technique, the manager is connected with their subordinates with either a small group formation or an individual approach. According to Guffey and Loewy, (2022), the centre of communication in the hotel operation is maintained by the Front Office Department and henceforth, transparent and significant interdepartmental connectivity can be established. In addition, the hotel industry is using the written communication approach while the connectivity between the staff and the upper management is done with the email-based written communication approach. 
As per the perspective of Tewan, (2009), communication skills are playing a crucial role in developing a high-performing work culture and enriching the profit intensity of the business. In this context, the communication is integrated into the “Employee Listening Strategy” by which the staff can disclose their basic needs, workplace-based requirements, and innovative ideations for business growth in front of the top-level management. Besides, successful communication skill in the hotel industry enables an exclusive guest-welcoming experience & service facility, resulting in a wider scope of enhancing the hotel’s reputation (Tiago et al., 2021, p. 30). Sometimes, the hotel industry prefers to develop a “Direct Communication” process for making face-to-face connectivity in a meeting to discuss sustainable business growth strategies.    
          


	

Element 4 - Staffing 


	As narrated by Betts, (2020, p. 99), staffing in any kind of business industry allows the recruitment of the best probable human resources based on different job roles within the organisation. The concept of staffing indicates the selection, hiring, development, and training of the labour force within an enterprise to sharpen their professional attributes and interpersonal skill sets. Considering the hotel industry, staffing is a vital functionality for increasing its profit score, annual revenue, and sustainability index in the market competitiveness Miah and Intan Adha Hafit, (2020, p. 78). The modern hotel industry at present is using the “Advanced Applicant Tracking System” for easier finding of the right talents after the automated screening of the candidate’s resumes and providing an automated email alert with an interview invitation. As opined by Djajasinga et al., (2021, p. 114), the staffing concept in the hotel industry increases the productivity rate and creates a wider scope for developing an innovative and high-performing work culture within the business.
Adequate staffing in the hotel industry is essential so that the upper management can distribute and delegate the tasks based on their expertise level, resulting in the perfect and timely execution of the assigned tasks. According to Qadri et al., (2022, p. 7401), an efficient staffing system develops great staff morale and acquires motivated workers, indicating a great chance of developing an operational excellence scenario. The staffing concept not only deals with the recruitment process but also entails the rewarding process (monetary and non-monetary) for increasing the staff motivation levels and reducing the staff turnover rate (Davern et al., 2019, p. 3). It enables a high-performing work culture, sound reputation, enlarged sales intensity, and increased profit score in the market competitiveness.      
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