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	Introduction:
[bookmark: _GoBack]Each department in a hotel plays an essential task in getting customer satisfaction. One of the leading roles is of a receptionist. Receptionists are responsible for checking guests in and out and performing tasks such as managing and supervising the staff, greeting customers and management. The hotel front desk is responsible for checking guests in and out and performing tasks such as managing bookings. They receive and manage online reservations, such as verifying guests' payment methods during check-in and assigning rooms to the guests and acknowledging them with any special offers hotels.
Essential Skills Required For Hotel Front Desk:
Hotel front desk employees make sure that each guest should have a pleasant experience at the hotel. Following are the skills required for the front hotel desk, such as Composure, Computer literacy, Strong Communication skills, Friendliness, Sales skills and organized and detail-oriented. The role of receptionists is to perform multi-tasks, so in order to do that, receptionists should remain calm under pressure (Austuti, 2019). Even if the hotel is busy, an employee should be able to perform many tasks without even causing any chaos. A receptionist should be computer literate in order to maintain records and to complete other tasks as well. A receptionist is basically the first person an individual meets, so they have to be very friendly with them. It will create a good image of the hotel in front of customers. A receptionist should contain sales skills so that they can convince customers to purchase their product and also book luxury rooms in their hotels. Receptionists should be organized and detail-oriented, and the employee should be familiar with the time management work (Jawabreh,2022). Those receptionists who are multilingual help to develop a culturally diverse workforce in the company. These professionals are basically the face of the establishment, and companies usually look forward to those employees who will take pride in this role and will become the representation of the company (Ruki, 2023).


Industry examples/experience of the UK:
Hilton Hotel assists with receptionist's duties during nighttime. This hotel provides the best career opportunities to their employees, and in order to make them more professional towards their work, they also provide training sessions to them. This hotel also provides fresh meals, bonuses, personal development programs, team member travel programs, team member referral programs, 28 days holiday programs and many different opportunities. Hyatt Regency London Stratford Hotel provides discounted hotel stays to the family of receptionists, free meals, and a 50% discount when these employees dine in as a guest and allow holidays with the length of service. They are also providing their employees with many learning and development opportunities to provide them path so that they can get succeeded in future. Marriot Hotel provides discounted food and drinks for the employees as well as for their families. They also provide unlimited career opportunities, half-price cinema tickets, parties and much world-class training and development. Twenty days holiday, flexible scheduling, cleaned uniform and also give discounts on many of their items.
Reflection:
According to my perspective, I think that receptionists are the most reliable employee who interacts, greet, welcomes and tries to solve the problem of the customers. They make one of the most essential parts of a company or organization. After all, they are the central recognized employee and face of the organization. They work hard with a smile on their face and help to run operations smoothly. As a receptionist, their job always demands to be happy and cheerful all the time with every customer. It feels great to see happy customers coming again or leaving the hotel fully satisfied. It's only because of an excellent front desk employee. Their strength and willpower never fail in front of the customers, and tries their level best to greet customers with good gestures. They are instrumental in the smooth functioning of any organization. A considerable amount of work is done by receptionists, so we should appreciate and acknowledge their work.
Importance of front desk in the hospitality industry of the UK:
The front hotel desk employee is also known as the central nervous employee for a company or hotel because they are the first and last person with whom customers interact. Hotel front desk employees' job is to make room reservations, provide services to guests, answer queries regarding hotel services, provide information and receive payment from the guests through online transactions (Prais, 2019). Many hotels provide regular training programs which empower the employee to make quick decisions and react to unprofessional events, time management and organization. An efficient and friendly nature of a receptionist can make all the difference and can build a good image of the company in front of the customers. Some guests become emotionally disturbed because of some reasons, so the receptionists should show respect and empathy in front of the customers (Sealy, 2023). Front desk receptionist learns many valuable skills, including multi-tasking and time management. These skills make a front desk employee more desirable for many different employment fields.
Conclusion:
Clients are the first impression of the company, so whenever prospective clients visits, receptionists are the touch point, and they create an initial impression of the company or organization. Friendliness, helpfulness, knowledge and appearance of receptionist are the critical elements in giving or formulating an impression of the company or organization.
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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?


	Encourage and teach hotel staff to stay composed when visitor complaints or any issues occur as the manager is not available.
	I can utilise a whiteboard, frequent staff meetings, a blast email to all employees, or any combination of these to keep everyone informed.
	For the plans to be successfully carried out, top management's initiative and lower-level management's participation are both essential. Therefore, taking both together will be an effective plan.
	Dealing with customer complaints and demands is a priority. Guests are the reason a hotel's reputation can be directly affected. Therefore, they should be the first priority. 

	Essentially, I will make sure that my visitors leave with a big smiles on their faces feeling respected and cared for. This will happen if I give the same respect and honour to my staff also. When employees are handled nicely, even customers will feel appreciated, as opposed to when management handles them carelessly or without regard.
	Recognising employee success is important, especially when it directly affects customer satisfaction. For instance, acknowledge favourable site evaluations, especially when a specific team member is mentioned by name.
	In terms of its goal, my plan is clear and detailed to encourage human behaviour.
	Making sure all customer-related duties are completed properly and on schedule to enhance the experience for visitors.

	Allow guests the time and space to express their worries while showing them concern. Therefore, considering that a poor reputation for the hotel would be detrimental to the business if I behaved improperly.
	I am responsible for managing and expanding the hotel. However, If I embrace responsibilities as though I were the owner, I will be able to see substantial growth and improvements inside the hotel.
	The plan will be effective as all parties involved in a plan will be informed and fully communicated.
	Remotely operating online front desk duties.

	The staff of the hotel and I will keep an eye on each things in the establishment and ensure that guests may readily access hotel facilities. In consideration of this, make sure that the guest feels comfortable and finds ease under the hotel services.


	Making sure the shifts are spread equally among the hotel workers and no one is burdened. 
	My plan is capable of changing direction when confronted with unexpected events.
	Scheduling employee shifts and overseeing several HR-related duties.

	Take notice of the goods that rival hotels give their guests for free and make sure they receive them.


	Considering peak and off-peak hours when planning the hotel employee schedule.
	To guarantee the plan's success, employees at all levels of management will be able to collaborate freely, and the culture will be conducive to effective plan implementation.
	The delivery of timely and accurate customer service
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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)


	A set of tools known as a hotel property management system (PMS) is used by hotel owners and operators to oversee many elements of hotel operations on a daily basis (Parvez et al., 2018). Reservations, front desk operations, cleaning, upkeep, billing and invoicing, data analytics, and reporting are some of these capabilities. In Addition to the essentials like room inventory, reservations, cleaning, and room allocations, today's PMS capabilities cover all areas of hotel management. Hotels can manage meeting, conference, and banquet spaces, plan preventative maintenance, and design room attendant sheets for housekeeping. Another area where PMSs have made significant progress is integration (Turner et al., 2017). Software developers, digital entrepreneurs, and even established gigantic companies have been able to offer useful and cutting-edge technology that hotels can access with a single click through the use of open APIs. Hotels have the option of choosing the best technology to match their hotel business needs because of the connections with third-party systems like channel managers, point-of-sale systems, gateways for payments (VISA, Master Card, etc.), and accounting systems.
The potential of hotel management systems is used by hoteliers to enhance and accelerate their current procedures. If the hotel's PMS includes the required tools, managing daily obligations will be much simpler. These tools ensure the everyday administration of the hotel industry. While some hoteliers use desktop or laptop computers to access their hotel property management systems (PMS), an increasing number of hoteliers are switching to alternate devices like a tablet or mobile phones (Bardi, 2021). With the correct hotel management system, hotels can also get the most recent, accurate information whenever they need it. Nevertheless, having a PMS with an immense number of features is great. Some of these facilities will be utilised and help streamline operations, while others could look terrific but may not truly contribute financially to hotel operations.



	
Element 2 – Hotel Reputation


	
Monitoring and influencing a hotel's online reputation requires constant attention. Although the concept was initially used in public relations, it is now much more strongly concentrated on freshly launched review websites, social media networks, and search engines. The hotel sector is more vulnerable than almost any other industry to the impacts of reputation management (Perez-Aranda et al., 2019). The purpose of travel agencies has changed from what it once was, and those that are still in business no longer rely on professional assistance when booking trips. Only user-generated material is powerful (Lai, 2019). Hiring a reputation management company may seem strange for many hotels. However, dealing with the magnitude of the internet consumer culture may be challenging.  In Addition, investigating hiring experts could be beneficial.  Understanding what a digital agency can achieve is essential since many hotel owners and managers may find it challenging to maintain their daily ground operations.  
Developing skills in online reputation management can open up currently untapped revenue streams (Stavrinoudis and Chrysanthopoulou, 2017). Hotels might provide current personnel with suggestions for additional reputation management options while keeping up with the quick pace of the media. On the other side, hotels must carefully monitor their online behaviour. They should also carefully consider customer feedback and reviews and respond very away. Moreover, they should keep the website fresh and entertaining. If at all possible, they should learn social media techniques and attempt to find influencers. Lastly, they must also keep track of where they are in the search results.


	
Element 3 - Communication 


	Effective communication is essential to the efficient operation of a hotel. Employee communication that is clear and regular may increase productivity, improve visitor satisfaction, and reduce errors or misunderstandings (Tölkes, 2018). Communication is only as strong as its weakest link, much like a chain. Communication can break if any of its components are ineffective, much as how a chain could break if any of its links are weak or damaged. Each link must be solid and firmly connected in order for the chain to be able to withstand pressure and stress. Effective communication requires good operation and coordination between the sender, recipient, message, and medium (Tölkes, 2018). The benefits of Effective Communication in Hotel Operations are as follows:
1. Make visiting more enjoyable. 
2. Make it more efficient.
3. Eliminating misunderstandings and mistakes
According to cutting-edge technology, hotels can now increase customer satisfaction and engage with people more swiftly (Li,2017). Hotels can use a human resource management system (HRMS) or communication technologies like chat or instant messaging to enable staff members to interact and work together in real-time.
However, effective communication is necessary for a successful hotel operation. Hotels can ensure that their operations run well and that their guests have a nice time while they are, thereby improving the guest experience, increasing efficiency, and preventing misunderstandings or errors. Hotels may guarantee that communication is consistently clear and consistent by developing SOPs, providing communication training, and using technology to aid in communication.




	
Element 4 - Staffing 


	
A hotel is a demanding sector that needs committed employees to function efficiently (Bambale and Goni,2017). Hotel staff members are responsible for scheduling bookings, cleaning rooms, organising events, and maintaining the property in order to make guests feel at home. Human operations are overseen by two teams of employees at hotels. The first group includes line department operating supervisors, while the second type includes staff department specialists. Directly connected to the chain of command are line departments. Examples include the front desk, food and beverage, cleaning, and maintenance divisions. The food and beverage divisions and hotel front desks are responsible for earning money. This is accomplished through the sale of hotel rooms, food, beverages, and other related services. Housekeeping and Engineering/Maintenance are in charge of managing property operations. While cleaning is the responsibility of keeping the hotel clean and up to the hotel's visual standards, engineering/maintenance is responsible for taking care of the hotel's provision of air conditioning, lighting, electrical, mechanical, woodwork, electronic, and civil works. In Addition to employees, buying, HR, and accounting are employed. The buying group exclusively purchases the menu designers' suggested goods. Human relations professionals usually provide technical advice on labour legislation, training, and other crucial specialised activities in Addition to filling line departments with the individuals they require (Miah and Intan, 2020). On the other hand, staffing refers to the process of selecting people whose credentials match those required to carry out certain occupations (Gürlek, 2021). Accountants create accounting systems, gather financial data, enter it into financial accounts, and advise line-of-business decision-makers on future moves. Although, managers' operational choices in line departments have a direct impact on the property's success.
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