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Introduction
The hotel's front desk is the main contact point for hotel guests and customers. It is often managed by front desk receptionists, who oversee various duties, and is situated in the entry area of a hotel. The front desk is an essential part of any hotel business, and the team there is vital to delivering first-rate customer care and guaranteeing a pleasurable stay for visitors according to Bardi (2017). This task will discuss the essential abilities needed to work at the hotel front desk and give personal reflections on the experience at work. The task will also explain how the acquired theoretical knowledge will be used while working in industry. It will also discuss why the topic is significant to the hospitality sector.

Personal reflection
I have had a unique experience that has given me a variety of talents and taught me important lessons about customer service while working at a hotel front desk. I have had the chance to interact with visitors from all over the world who have different requirements and expectations while working as a front desk agent. According to Wakelin-Theron et al. (2018), the position necessitates close attention to detail, multitasking skills, problem-solving abilities, and the capacity to remain composed under pressure. The value of offering outstanding customer service is one of the most important lessons I learned from working at the front desk (Ismail, 2019). This entails being mindful of visitors' requirements, going above and beyond to meet and exceed their expectations, and managing grievances and disputes with professionalism and empathy.  
Customer happiness is crucial to the success of the hotel industry. Hence, offering excellent customer service is crucial for preserving a good reputation and promoting repeat business (Girard & Moraes, 2017).
Also, doing front desk work has helped me have a deeper understanding of the hospitality sector. I now have a better understanding of the numerous departments and positions that make up the hotel, as well as the value of cooperation and teamwork in delivering a positive guest experience (Bakker & Bakker, 2020).

Relevance of the topic to the hospitality industry

This topic is very important to the hospitality sector due to various reasons. First, as the front desk is frequently where customers first come into contact with a hotel, the level of service they experience there can have a big impact on how they perceive the establishment (N. Torres and Kline, 2013). To ensure that visitors have a great experience from the moment they check in at the hotel, it is crucial for front desk personnel to be equipped with the essential skills and knowledge. 
Second, hotels must set themselves apart from rival establishments to succeed in the fiercely competitive hospitality sector.  Hotels may guarantee that they are providing a level of service that distinguishes them from other properties in the market by employing front desk agents with the appropriate abilities and knowledge (Mmutle and Shonhe, 2017).
 Lastly, the abilities needed to operate at the front desk can be used in other hospitality-related jobs. Effective communication, multitasking, and stress management are just a few examples of useful abilities that can be used in positions in housekeeping, food and beverage service, and other divisions of a hotel (Chen and Tseng, 2012). Hence, individuals can learn abilities that are applicable to a variety of professions within the sector by learning about the essential talents needed to work at the front desk.
How I will apply theoretical knowledge while working in industry
I will use the theoretical knowledge I have acquired as a professional in the hotel industry to offer excellent customer service. I will organise bookings, handle requests from guests, and effectively interact with them. To ensure effective front desk operations, I will use my understanding of the hospitality business, policies, and processes. Furthermore, I will use my knowledge of visitor psychology to deliver an individualised service that goes above and beyond their expectations. 
Conclusion
Every hotel has a front desk, and the staff there is crucial to providing excellent customer service and ensuring that guests have a pleasant stay. The job requires a high level of attention to detail, the ability to multitask, problem-solving skills, and the ability to remain calm under pressure. One of the most crucial lessons I learned from working at the front desk was the value of providing exceptional customer service. To achieve this, one must be aware of the needs of visitors, go above and beyond to meet and surpass their expectations, and handle complaints and conflicts with professionalism and empathy.
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Component Two:
 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?


	I will dress professionally
It is very crucial to professional attire within the hotel facility since this will show a good picture and make the visitors feel comfortable.

	I will make follow up
I will check up with visitors later to make sure their needs were satisfied. This will serve as proof of my dedication to offering excellent service.
	The plan is the most effective because the skills I have has enabled me to be well conversant with the needs of the hotel.
	I will create a written plan
I will start by writing out a contingency plan that describes what to do if such a situation ever occurs. Who is accountable for what and how to respond to emergencies will be specified in this strategy.

	Greet guests with a smile
A warm welcome can create a positive atmosphere for the entire visit. Visitors can feel at home with just a smile and a warm welcome.
	I will listen actively
I will take the time to hear what visitors have to say and get a sense of their requirements and preferences. This is because giving exceptional customer service depends on active listening.

	I highlighted several studies that demonstrate the value of factors like active listening, information accuracy, and a pleasant and organised workspace in enhancing guest satisfaction. I believe I be able to deliver a visitor experience that is consistent with the research's best practises if I take these aspects into consideration.
	I will come up with backup personnel
It is also important to identify one or more backup employees who can cover for the front desk manager if necessary. This person needs to be capable of stepping in swiftly and effectively, and they should be familiar with front desk procedures.

	I will address complaints and concerns
It is critical to manage grievances and issues effectively and properly. Quickly resolving concerns for visitors can demonstrate that business care about their comfort.


	I will show adequate information about the products of the hotel. 
 Being well-informed concerning the products, services and amenities of the hotel will enable me to offer accurate information and suggestions to the guests.  
	How well I take care of the needs of the guests will determine how successfully I represent the hotel to the visitors. I believe I can put the needs of the guest first and give them a good experience by concentrating on things like information accuracy and being kind and helpful.
	I will review and update the plan
To make sure the contingency plan is still useful and effective, I will periodically review and update it. To improve the plan, I will also consider feedback from the workers and visitors.
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Component Three:
Describe the key elements that are required when considering these four elements of hotel operations:

	
Element 1 – Property Management Systems (PMS)


	
Property Management Systems are crucial for hotel owners to manage their business properly. A Property Management Systems is a piece of software created to control a hotel's daily operations, such as booking rooms, managing check-in and check-out procedures for guests, housekeeping, billing, and more (Bardi, 2021). There are several important factors to consider when choosing a PMS for hotel operations.
The ease of use of the system should be considered. All staff members, from management to cleaning and front desk personnel, should find the PMS to be simple to use and navigate. It should be simple to use and require little training because doing so will cut down on mistakes and save time. The capacity of Property Management Systems to interact with other business systems, including point-of-sale and revenue management is another critical component. An activity can be run more efficiently mainly due to integration with various systems, which enables seamless communication between systems (Chandra and Kumar, 2000).
Additionally, the PMS needs to be capable of robust reporting and analytics. As a result, management at the hotel may make decisions based on data, monitor performance, and pinpoint areas for development. To ensure that the hotel operates without a hitch, real-time data access is crucial. Another important factor to consider when choosing a PMS is data security. To safeguard visitor data and stop unwanted access, the system should have sufficient security measures in place. Finally, the PMS must be adaptable and scalable to the requirements of the hotel. This includes the capability to interface with third-party programmes and add or delete functionality (Bhadauria and Sanyal, 2012).






	
Element 2 – Hotel reputation

	
The success of a hotel operation is greatly influenced by its reputation, which is a crucial component. Potential guests' decision-making process can be influenced by a hotel's reputation, which may affect whether they decide to book a stay. Hence, it is crucial to consider the important factors that contribute to creating and sustaining a great hotel reputation when thinking about hotel operations (Saha and Gursoy, 2021).
The guest experience, which includes every aspect of a visitor's stay from check-in to check-out, is one important component. Customer happiness and, by extension, their propensity to submit favourable reviews or suggest the hotel to others are both influenced by the standard of the hotel's guest services, room cleanliness, and facilities (Kim and Kim, 2021).
The hotel's responsiveness to complaints or unfavourable comments from visitors is another crucial factor. Negative reviews can be lessened, and a dedication to visitor pleasure can be demonstrated by a timely and professional reaction to unfavourable comments. Also, openness and moral corporate conduct should be prioritised in hotel operations. This entails being open and transparent about costs and fees, abstaining from misleading marketing techniques, and being truthful about any restrictions or problems that might occur while a visitor is there (Choi and Kim, 2018).
 It's also essential to consider the hotel's internet presence, which includes its website, social media pages, and review sites. Positive evaluations can be influenced, and the hotel's reputation can be improved by maintaining an active and interesting internet presence.
Finally, restaurants should put an emphasis on building a pleasant workplace culture and spending money on the training and advancement of their staff. This helps guarantee that staff members are inspired and well-prepared to offer great service to visitors, which can contribute to a satisfying guest experience and, as a result, a good hotel reputation (AlBattat et al., 2016).

	Element 3 - Communication 

	
Good communication is an essential component of hotel operations since it allows efficient coordination between many departments and contributes to giving customers a seamless and enjoyable stay according to Luo et al. (2019). There are various important factors that must be taken into account when discussing communication in hotel operations. Clear and concise communication amongst staff members is one important component. It's critical that employees can communicate clearly with one another, especially in hectic settings like the front desk or housekeeping. Staff members can respond promptly and professionally to customer requests and complaints if there is effective communication between them. Communication with guests is a crucial component as well. Staff personnel should receive training on how to interact with guests and anticipate their requirements (Heung and Lam, 2003).
 They should be able to guide and assist visitors in a kind and courteous manner while clearly and efficiently communicating information about the hotel's amenities, services, and facilities. Making sure the hotel is meeting its visitors' expectations can also be done through effective communication. Staff employees can gather customer input through communication, spot areas that need work, and implement the required improvements to enhance the visitor experience (Bilgihan et al., 2011).
 Efficient communication in hotel operations can also be significantly aided using technology. Hotels can connect with visitors before, during, and after their stay by using guest messaging applications, which let visitors make in-the-moment service requests or inquiries. To make sure that all divisions are communicating and collaborating successfully, technology can be used to manage employee schedules and responsibilities.

	Element 4 - Staffing 

	
Staffing is essential to hotel operations since it has a direct bearing on both the satisfaction of guests and the general prosperity of the company. Hotel managers must consider numerous crucial factors to manage staffing properly.
First, choosing the ideal workforce composition is crucial. Understanding the requirements of the hotel, figuring out the right staffing level, and choosing people with the right qualifications are important to achieve this (Kusluvan, 2013).
To guarantee that staff employees have the information and skills necessary to deliver superior service, training and development programmes must be in place.
Additionally, productive channels of communication should be established, enabling employees to cooperate and exchange data with management and one another (Beycioglu & Woodward, 2014). 
Furthermore, effective scheduling is essential to guaranteeing that the hotel always has enough workers on hand. Moreover, it is important to conduct regular performance reviews and feedback sessions to highlight areas for development and inspire employees (Lashley & Morrison, 2016).
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