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Introduction
An essential individual in the administrative team is the front office executive and they serve as the initial interface within the workplace and extend administrative assistance to the whole institution. They also facilitate the introduction of upper management to clients and guests of the organisation. Therefore, a front desk executive oversees the entry and exit of visitors and monitors the receptionists to ensure their tasks are executed within the designated time frame. The responsibilities of a front desk executive differ based on the organisation, however, certain duties are ubiquitous. This essay will discuss a self-reflective examination of the essential abilities necessary for employment within the front desk division of the hotel sector.
Discussion
Upon finishing my present program, I undertook an internship at Premier Inn Hemel Hempstead in the United Kingdom (premierinn, 2023). A diverse set of skills is necessary for successfully managing the front desk of a hotel like Premier Inn. Therefore, it is crucial to possess these abilities to uphold a satisfactory experience for customers and ensure smooth operation efficiency. However, to ensure a positive guest experience, the reception desk at hotels like Premier Inn requires a variety of essential skills, such as superior customer service capability and the ability to engage with guests effectively. Throughout my program, I have acquired a diverse set of competencies about these viewpoints including courtesy, prompt attention to visitors and efficient problem-solving abilities, among other things (Bardi, 2010). Therefore, front desk representatives must have strong communication skills, the ability to actively listen and the capability to remain professional and calm in challenging circumstances (Wood, 2013). Having proficient verbal and written communication abilities is crucial for the front-of-house employees at this hotel to be effective. An important quality expected from individuals working in a professional environment is their ability to proficiently convey relevant information to guests, colleagues and other departments. Adequate proficiency in this field necessitates precision and coherence in the transmission of information. As a member of the front desk team, I regularly performed a range of tasks, including handling phone inquiries, responding to emails, explaining hotel policies and procedures and more. In addition, I was responsible for providing guests with directions or recommending tips to enhance their experience as part of my job. Furthermore, I must guarantee a smooth and hassle-free encounter for guests at the front desk. This involves efficiently managing procedures such as check-in, check-out and reservations, as well as promptly addressing any concerns or questions guests may have. Having advanced skills in doing multiple tasks at a once and managing time effectively are essential elements for effectively sorting tasks by priority and successfully handling various responsibilities in an increasingly dynamic setting. My knowledge and skills in computer systems and hotel management software are indispensable for effectively operating front desk tasks in the hospitality sector. Furthermore, it is crucial to have the same level of skill in both overseeing digital reservations and carrying out safe and accurate financial transactions. As someone working at the front desk, I have encountered an assortment of guest concerns and grievances. I possess the ability to effectively tackle crucial issues with great proficiency. Experts must have strong analytical skills to carefully assess and analyse intricate scenarios and efficiently resolve and handle any customer complaints with expediency. This job may require working together and organizing different divisions, taking a forward-thinking and client-focused stance (Solomon, 2018). Front desk executives must have keen attention to detail as accuracy in guest details, reservations and billing is of utmost importance. My cognitive skills have improved, enabling me to focus on important details that can prevent errors and enhance customer satisfaction. Throughout my time working in a front office capacity, I was occasionally presented with situations involving guest conflicts or difficult circumstances. (marriott, 2019) Therefore, it is of utmost importance that front desk staff possess excellent conflict resolution skills, including the ability to remain calm, show understanding towards guests' concerns and provide appropriate solutions. Reception staff needs to work towards minimizing any potentially troublesome situations, maintaining a high degree of professionalism and propriety and ensuring the satisfaction of customers. Furthermore, as a front desk staff member, I needed to possess a comprehensive understanding of the institution's amenities, services and policies.
Conclusion
The essay's subject matter holds significant importance in the hospitality sector, as front-office executives serve as the initial point of contact. The task of preserving the overall brand reputation of an organisation is entirely in its hands. People involved with this service play a crucial role in forming favourable impressions among guests and enhancing the overall achievement of the hotel. It is crucial to have a solid understanding of the duties and obligations held by the front desk personnel. Ultimately, this essay includes a concise overview of self-reflection about the job role in question.
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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?


	1. I shall eagerly step forward to extend a warm welcome to our guests. My approach towards them would be welcoming and cordial to create a sense of ease and security.
	First, to commence my work period, I will engage in regular dialogue with other personnel who are responsible for the same job duties. This will allow me to assess the efficiency of our tasks and determine whether any adjustments need to be made.
	Furthermore, I received commendable comments about my strategies while evaluating the course. The positive outcomes of my degree instilled a strong belief in my abilities and my classmates commended the way I approached group assignments and fieldwork.
	My initial step will involve acquainting myself with the regulations and directives, including the terms and conditions, policies and guidelines, that are observed by the hotel I plan to visit (Tesone, 2015). Therefore, it is crucial for me to carefully scrutinise every aspect outlined in the guidelines to ensure that no errors occur in achieving the objectives.

	2. Following that, I intend to establish a successful channel of communication with both my colleagues and other departments within the hotel, to ensure that they receive timely updates regarding the arrival of guests.
	In my opinion, effective communication serves as a fundamental cornerstone for any business entity (Corgel et al., 2011). Right from the outset, I will endeavour to create and maintain successful modes of communication with both my team and superiors, to guarantee a smooth exchange of information throughout the entire process.

	The foundation of communication is the best strategy to invest in. In my opinion, if knowledge is effectively transmitted to each team member, the overall work structure will receive positive feedback from customers (Organ & Watts, 2022).
	I intend to employ different digital communication mediums, such as internal platforms and messaging applications, to expedite and streamline communication channels among employees. Additionally, I plan to schedule frequent team gatherings and provide customers with timely information on newly created services. Therefore, by doing this, the organisation will witness a rise in customer engagement rate without any additional effort (Hammer, 2016).

	3. I plan to utilise my strong communication abilities to interact with visitors and carefully listen to their inquiries and needs. Furthermore, in conjunction with this, I endeavour to demonstrate increased verbal emphasis and exhibit a patient and professional demeanour (Vallen & Vallen, 2014).
	I must uphold continuous and transparent channels of communication with fellow desk members and other departments. I endeavour to maintain regular communication with fellow staff members to effectively bolster our collaborative efforts (Fallon and Rutherford, 2010).
	During my internship, I intend to solicit feedback from the guests regarding their satisfaction with the level and quality of service provided. If not, I shall modify the course of my actions and strive to satisfy their satisfaction.
	Therefore, in the event of a manager's absence, I shall ensure that effective communication is established with all other personnel employed at the hotel (Tewan, 2009). Together with the assistant manager, I intend to apprise the supervisors, personnel of the room service department and other heads of departments regarding the precise location of the guests.

	4. During the absence of a manager if there any emergency happened, that will be most challenging for me to handle.
	The implementation of unambiguous protocols and procedures for crises will be established. I intend to adhere to the safety protocols, as delineated by the establishment. Therefore, to ameliorate potential concerns among guests and personnel alike (Vallen & Vallen, 2012). Providing training to personnel on diverse emergency response protocols, inclusive of evacuation measures, can substantially enhance the proficiency of the overall emergency management process.


	In my professional opinion, the implementation of a well-structured plan is deemed most efficacious as it accords adequately trained personnel to proficiently navigate and mitigate unforeseen circumstances. Thus negating the reliance on the presence of a managerial figure. Moreover, by consistently upholding high standards of customer service, they can cultivate a positive impression on their clientele, ultimately resulting in the acquisition of favourable reviews of great worth.
	In subsequent occurrences of a similar scenario, I will guide each member to adhere to the requisite rules and regulations surrounding safety protocols. Furthermore, I intend to actively participate in a multitude of safety training programs to enhance and refine my safety-related abilities.



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:

	Introduction
The following essay will outline PMS, communication, staffing and reputation in hotel operations. This will first discuss how PMS impact on hotels and then different views on online reservations, channel management, financial monitoring and other features will be highlighted. There will be a dissension on different perspectives on communication which is important for this industry. Lastly. This essay will give a brief on all the various hotel staff which are the part of hotel industry’s organisational structure.
Discussion
Property Management Systems (PMS) refer to a group of software tools employed to oversee routine activities in lodging establishments like hotels, motels, resorts and holiday homes. Sophisticated software known as PMS systems has been developed to streamline various activities including overseeing reception duties, overseeing inventory control, managing reservations as well as managing customer interactions. The inclusion of these systems is imperative for the smooth functioning of hotels, resorts and residential apartments (hospitalitynet, 2023). The main objective of a PMS is to mechanise and simplify multiple facets of hotel functions, such as handling reservations, monitoring guests' check-in/check-out, managing room inventory, housekeeping, POS systems, billing and producing reports. The utilisation of PMS software empowers hotel operators to effectively handle bookings, monitor room availability and keep a record of guest preferences, ultimately enabling them to offer exceptional customer service (Dominioni, 2023). The PMS software assists the housekeeping team in efficiently tracking room inventory, scheduling cleaning appointments and maintaining room status reports, ultimately minimizing mistakes and improving productivity (Mullen, 2019). The hotel offers a comprehensive point-of-sale system that seamlessly integrates with other hospitality systems such as restaurant and spa management. This enables patrons to conveniently settle payments for various amenities across multiple areas within the hotel premises. This program streamlines the billing and invoicing process, enabling hotel operators to generate bills, monitor revenue and effectively handle accounts receivable. The use of PMS software allows hotel employees to efficiently handle the arrivals and departures of guests, keep track of check-in and check-out schedules and regulate access to room keys. This is capable of producing comprehensive reports concerning different facets of hotel management such as capacity utilisation, projected income and customer feedback. This information has the potential to aid hotel managers in making well-informed choices regarding pricing, promotional strategies and the management of room availability (restaurantonline, 2021).
The hotel's reputation pertains to the ideas and views held by clients regarding the establishment (hotelowner, 2023). This is immensely important for hotels to uphold a positive reputation as it can heavily impact their financial success and clientele. A positive image can result in recurring customers, favourable evaluations and higher earnings. The success of a hotel is strongly influenced by various factors such as the calibre of its rooms, level of customer service and degree of cleanliness, all of which play a pivotal role in shaping its reputation. A good reputation can drive customer traffic, build trust and retention, boost income and improve the hotel's overall image. Conversely, an unfavourable image has the potential to deter clientele, provoke adverse feedback and undermine the legitimacy and financial success of a company. The quality of a hotel's services and facilities is a major determinant of its reputation (Deflorian, 2019). Customers demand exemplary levels of hygiene, comfort, accessibility and security. One of their priorities is to have employees that are both polite and attentive, as they seek personalised attention and quick resolutions to any issues that may arise. Accommodation establishments that consistently satisfy or surpass these standards are probable to obtain favourable evaluations and referrals from gratified clients. Additionally, factors such as the location, design and brand identity of a hotel also play a significant role in shaping its reputation. Hotels situated in high-end regions or offering picturesque panoramas may hold greater appeal for clients. Distinctive and fashionable patterns can additionally set a hotel apart from its rivals and generate curiosity and hype. Hotels that boast a powerful reputation and brand identity, specifically high-end hotel chains, have the potential to use their brand value as a means of drawing in additional clientele (Mala, 2022).
Effective communication is fundamental in every business sector, including the hospitality industry, where it plays a crucial part in operational activities therefore hotels must uphold superior customer service and contentment (Greenberg, 2021). Efficient communication plays a crucial role in providing guests with satisfactory services and facilities, instilling in them a sense of ease and appreciation. This is also important for running hotels and guests are one of the factors that make it so important. The foundation of the hotel sector relies on this crucial aspect to guarantee customers receive exceptional service. A smooth and efficient resolution of any guest-related concerns can be achieved through effective communication among the staff, resulting in an enhanced customer experience. Moreover, it is crucial to maintain effective communication between the employees of a hotel to ensure the smooth functioning of its operations (Berman, 2019). Maintaining effective communication in the workplace leads to enhanced productivity and precision, diminishing the possibility of mistakes and consequently, elevating the satisfaction level of the customers. However, to guarantee seamless operations, it is crucial to establish effective communication that will help coordinate the various departments. Effective communication between the hotel staff and guests is crucial in establishing trust, which is a vital component of excellent customer service. Hotels that establish good communication and demonstrate transparency in their transactions are likely to gain the trust of their guests. Ensuring the safety and well-being of both guests and staff is a top priority within the hospitality industry. Overall, by promoting efficient communication, the occurrence of accidents and emergencies can be avoided as it ensures that safety protocols are known to the staff and possible hazards are communicated to guests.

The hotel's success heavily relies on the significant contribution of its staff in ensuring efficient hotel operations. The hotel personnel bears the responsibility of guaranteeing a pleasurable experience for guests and maintaining efficient operations within the premises. The personnel serving in the hotel are the primary representatives and their actions greatly form the overall impression of the guests. Typically, the initial interaction between guests and a hotel establishment involves the front desk personnel (Solomon, 2021). Upon arrival, the guests are cordially received and assisted with the registration process while also being briefed about the various amenities and offerings of the hotel. They additionally aid patrons in reserving their bookings, addressing customer queries and grievances and securing contentment among the customers. The task of making sure that the hotel's rooms are tidy, cosy and properly looked after falls on the shoulders of the housekeeping personnel. The staff in charge of food and drink are accountable for the preparation and delivery of sustenance and refreshments to the hotel visitors. They must make certain that the quality, flavour and appearance of the food and drinks comply with the hotel's guidelines. The task of maintaining the hotel's facilities, equipment and systems in a functional state is entrusted to the maintenance team. In addition, they attend to urgent maintenance requests and guarantee the proper operation of the hotel's safety measures. The duty of advertising the hotel's amenities and offerings to future visitors lies with the sales and marketing personnel.
Conclusion
This essay has intelligently outlined the crucial components of hotel operations, including PMS (Property Management System), effective communication, efficient staffing and maintaining a positive hotel reputation. Therefore, the initial component provided an overview of how the PMS affects hotels. Several points of view on features like making reservations online, managing channels, monitoring financial dealings, and more have been emphasised. This essay has presented multiple viewpoints on the significance of communication, which is the third component of this industry. Finally, the significance of different hotel employees, including front desk executives, supervisors, housekeepers, and others, has been highlighted.
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