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 Hospitality services are expanding around the world. As I study BA International Hotel Management, I can see myself working in guest services in a few years. After completing my placement at Marriott, one of the most prestigious hotels, I realized that working at a hotel front desk requires the right abilities, to guarantee that customers have a satisfying experience while they are there. These abilities are a blend of interpersonal and technical skills.
As Bardi noted in 2021, the front desk is the brain of any hotel. The front desk operation relies heavily on communication and accounting. It is crucial for a hotel to communicate effectively with its guests, employees, and other departments to portray an atmosphere of hospitality. 
Above I have outlined the most important key skills needed by front office personnel.
Communication skills - A good communication skill is crucial to a successful hospitality career, especially when dealing with customers. In front office work, effective communication is essential to understand customers' needs and provide them with information they require.
In a research study conducted with the hotel's front desk staff, communication skills were evaluated in multiple ways, including language skills, body language skills, cultural skills, and handling skills. It was discovered that these minor skills could improve front office employee communication skills to better satisfy clients.                              (Jawabreh et al,. 2022)
Problem solving skills – Solving problems is a further crucial ability at the front office, to guarantee client happiness, front desk staff must develop a plan of action to handle any issues promptly and efficiently.
Organizing skills include the ability to plan, prioritize, and handle tasks in an orderly, systematic manner. (Indeed, 2022)
 For front desk employees to maintain smooth operations, their organizational skills are crucial in handling multiple tasks at once, including checking in guests, answering telephones, and handling reservations.
Receptionists need to be very resistant to stress, as they must manage several jobs and guests at once, working under extreme pressure. They have inquiries, phone calls, or visitors interrupting them as they work, but they quickly resume their job keeping their calm and concentration. Front-line hospitality industry staff experience stress due to their roles. High levels of fatigue and stress are caused by long hours of operation, a high demand and low resource of the work environment, and minimal feedback. (Wen et al,. 2020)
To identify issues, front desk staff must be detail oriented. A skilled receptionist is meticulous, and they must pay careful attention to details such as client names, room numbers, and special visitors. (Resume Cat, 2022)
When working at a hotel front desk, computer knowledge is necessary. The staff can manage reservations, check-ins, check-outs, and other operations using a variety of hardware and software platforms. According to a study the use of digital technology demonstrates how it has significantly impacted front office operations, cutting down on the time needed to check customers' bookings. (Payumo et al,. 2022)

My personal front desk experience at the Marriott hotel taught me that the receptionist represents the hotel's face. I can say that good communication with the customers is particularly important. They should always be alert and aware of their body language since they are representing the company. Being there helped me build closer relationships with guests and maintain a positive atmosphere in the facility. I also gained knowledge on how to manage bookings and make sure that check-in and check-out go smoothly. They also taught me how to handle difficult guests professionally. To ensure client happiness and loyalty, I realized that operating at the front requires patience and capacity to overcome any issues that may occur. Additionally, it's critical to be organized and on top of responsibilities. On top of that, I realized that all of this could be accomplished while displaying a constant smile and pleasant attitude.

To ensure guest happiness, I'll put my theoretical knowledge of customer service concepts to use. I can deal with client issues and offer a solution by using good communication skills. If a visitor is unhappy with their accommodation, I will suggest an option and try to figure out their special needs, demonstrating my capacity to evaluate a problem and identify a solution.
I will also use my theoretical knowledge to make bookings for rooms, allowing me to successfully fill them with visitors and increase occupancy. As an example, when I needed to extend a visitor's stay, I looked at the occupation to determine whether this overstay was possible. Next, I considered the cost before considering the available rooms. This was my first opportunity to make a responsible decision that benefits both guests and Marriott.
Hotel businesses depend on front office staff. They welcome visitors, monitor guest accounts, take care of reservations, and offering exceptional customer service. To ensure that every visitor has a pleasurable, secure, and comfortable experience, front desk staff is essential for their excellent communication, effective organisational skills, problem-solving skills, attention to detail, and great computer skills.
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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?


	The objective is to provide customers with a pleasant first impression of the hotel and a satisfying stay, presenting the hotel in the best possible light.
Action plan:
As this being my first day at work and working alone, I will make sure everything runs smoothly, by doing the following:
· Welcoming guests with a smile
· Offer correct information about the hotel.
· Pay close attention to any detail, 
· Treat everyone with respect
·  Ensure accurate communications at all times.
· Responding quickly to any inquiries guests may have.
· Better experience at check-in and check-out for guests
· Make sure the guests have a positive experience by providing individualized services.
· Working together with all hotel departments to guarantee an outstanding guest experience because effective communication is the key to happy clients.

	My goal is to ensure smooth services during the shift, maximising revenue, and customer happiness.
Action plan:
I will focus on the following tactics to ensure my shift runs smoothly:
· Firstly, I will organize and prioritize jobs carefully according to their significance.
· Secondly, having strong communication with managers from every department is essential for efficient operations.
· Thirdly, I will make sure technology is used efficiently.
· In addition, I will solve any issues that may arise while remaining calm.

·  Finally, for the shift to run properly, I will pay close attention to any little details.
	The aim is to set up excellent front-desk services and deliver outstanding service to consumers via efficient communication, great organizational skills, problem solving, social skills, teamwork.
Action plan:
I think my plan will be effective because it uses the most efficient methods and maintains a tight focus on detail. These are all key components of my plan as follows:
communication
· communication with visitors and other departments is both honest and productive.
· close communication and information exchange with team members
great organizational skills
· Organize tasks according to their priority. 
·  ensure efficient operations, keep accurate paperwork and schedules.
problem solving
· identify potential problems in advance.
· Keep calm under pressure and react rapidly to any situation for the best solutions.
social skills
· provide a welcoming atmosphere for visitors.
· create powerful bonds among guests. 
teamwork
· work closely with colleagues from various departments 
·  collaborate well to solve issues.
and maintaining a tight focus on detail are all key components of my plan for establishing an efficient front desk and delivering great customer service.
Furthermore, these skills will enable me to create a friendly and welcoming environment for all guests. Using my plan, I'm confident that I will be able to ensure a smooth hotel operation.
	 My objective is to set up a backup plan to guarantee prompt resolution of situations where the manager is not accessible. 
Action plan:
To prevent this from happening again I will do a contingency plan as follows:
· I'll make sure that if the manager doesn't show up for work, we have access to another person who can offer support.
· In addition, I'll create a special guide that contains simple steps on how to handle any situation that might arise at the front desk; this will be very helpful for the front desk staff when the manager isn't there. 
· Furthermore, I will promote open dialogue among team members so that everyone may help one another in a manager's absence.

· Finally, I will make sure management and the front desk have open lines of communication.

	The concept of effective hospitality is based on the principle of focusing on one guest at a time, according to Solomon (2018).  Furthermore, he said that when you are with a guest, treat him as if he is the only customer in the world. Moreover, he pointed out that as long as you keep doing it perfectly for your first visitor, you will keep doing it perfectly for millions more.
	Running a hotel involves organisation and strategic thinking. Operations and management in the hospitality industry are complicated, requiring many parts linked together. Time management, changing situations, and problem solving are skills that hotel managers need to excel at. (Hollander, 2023)

	Employees with excellent customer service skills such as communication, effective organizational skills, a problem solver, and a team worker generate more than just sales; they also offer pleasant experiences for clients. (Mc Cabe, 2018)

	As the starting point of communication for visitors, the front desk has a big impact on how they feel about the hotel. To ensure guest happiness and business profitability, it is crucial to efficiently plan and assess front-of-house activities. (Rajak, 2023)
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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)


	
According to Parvez et al,.2020 PMS is a hotel operation that the hotel industry relies on to develop. It is one of the most common software programs used in hotels to handle basic needs. Hotel management systems store and share hotel data, as well as act as a gateway for digital marketing by allowing guests to book online and receive automated confirmation emails from the hotel.
Using the PMS platform, front desk personnel can make more informed decisions, which leads to increased profitability. (Nguyen, 2019)
As a result of accurate data on room occupancy, length of stay, and payments, the PMS also allows hotels to manage their finances easily. 
Because of this, hotel workers can interact with customers in real time and offer better service. Additionally, by automating manual operations, hotels save both resources and time. By doing so, hotels can focus on providing a good customer experience to their customers. Moreover, it enables hotels to understand guests' preferences and needs more accurately.
 Erika Alexander, Marriott's director of worldwide operations officer, announced that although they now use Microsoft's Opera PMS, are eager to use Agilysys' property-management system to improve their customer experience while providing excellent guest care. (Hertzfeld, 2022) With modern technology, Marriott will be able to better manage operations and cut expenses. Also, they will be equipped to access information about their clients' preferences and comments. Therefore, they will be able to provide greater satisfaction to their guests and treat their visitors with hospitality.






	
Element 2 – Hotel reputation


	Hotel reputation management, as defined by Darios (2022), includes monitoring review sites from TripAdvisor, Google and other platforms and tools hoteliers use to monitor reviews, respond promptly to them, and improve the perception of their properties, services, and brands online.
A significant role in a hotel's reputation is largely determined by the quality of service, facilities, cleanliness, and value for money. Hotels with a good reputation can gain more guests and distinguish themselves from their competitors. However, a bad reputation could decrease bookings and profits.
TripAdvisor study found that, given two similarly rated properties, 79% of customers would select the higher rated one, 81% of travellers always read reviews before booking, and 52% do not book a hotel without reviews. Based on these statistics, the hotel chosen has a golden reputation, making them more competitive.
According to a TrustYou (2019) study, ratings matter more than brands, and hotels with higher ratings are 3.9 times much more probable to get booked by travellers. As a result of this research study, guest reviews, brand value, and pricing are all interdependent, with Guest Ratings being the second-most significant component after price.





	
Element 3 - Communication 


	According to Lahap.et.al. (2016) effective communication among employees is essential to company longevity. Communication between managers and employees is also important, as successful, and productive information distribution may assist with daily tasks, also, management should pay attention to the requirements and desires of its employees, since their services are essential to providing excellent service to its guests. Finally, effective communication is a key component of achieving company objectives.

As stated by Mohanty and Mohanty (2018) communication between management and staff tends to be difficult and exciting since managers used to interact with their employees in various ways than they do now in the modern era.
With the use of technology, management and employee communication has improved in effectiveness and speed. Today, managers may simply and rapidly connect with their staff by using texting, video conferencing, and email.

Between employees and guests and among employees and management effective communication in the workplace encourages reciprocal trust and collaboration.
Communication between the front desk and other departments could make a difference in a guest's hotel experience. Furthermore, their body language goes beyond their spoken or written words. In addition, the front office needs to have dynamic and encouraging communication internally and externally. (Tutorialspoint, 2023)





	
Element 4 - Staffing 


	
According to People 1st 2017 analysis of LFS data, the UK's hospitality industry is heavily dependent on foreign labour, with non-British citizens making up 24% of the workforce in 2016. Of these workers, 48% are EU citizens and 52% are not.
Due to the diversity of their viewpoints, organisations must support, value, and recognize people from various cultural backgrounds. (Daskalaki. 2020)
Hotel organisations require a lot of staff to provide high-quality goods and services. In this situation, it's important to hire and train staff at all levels of the organisation so they can do their duties successfully every single time, like this guest return, which helps the hotel builds a reputation for offering outstanding hospitality.
There are two distinct teams that work in hotels, line department form up the first group, while staff department experts make up the second. The front desk, food and beverage, cleaning, and engineering departments. Staff department includes buying, HR, and accounting departments. Line departments offer direct services to clients who interact with them, whilst staff departments offer support services without client interaction. ( Ebighgbo, 2020)
After a Gallup survey was conducted, Forbes 2019 reported that disengaged workers had 37% higher absences, 18% poorer productivity, and 15% lower profitability.
To boost profitability and efficiency as well as maintain a work environment where staff are encouraged and motivated to remain involved with their work, firms need to prioritise employee engagement.
Organisations must provide training, support, and opportunity to keep people interested. (Murphey, 2023) Businesses can establish a positive workplace where staff can achieve success by offering these three things. Additionally, bonuses and promotions may inspire workers and encourage loyalty.
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