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	I have been working in the Rossington Hall Hotel and have learnt that there are key skills that are needed while working in the front office. While working in the hotel I have gained abilities relating to the check-in and checkout process, Wedding planning, Tea setup, room checking and housekeeping.
Communication skills 
These skills are abilities that an individual has in the course of interacting and exchanging, receiving and sending information with various individuals (Back, Tulsky and Arnold, 2019). A front office employee needs to have, as it requires regular and high amounts of public interaction. One of the major advantages of the skills is the ability to understand guidance and instructions in a proper way. This also aids in the process of developing a mutual relationship between the customers and the employees, which enhances the service that is being provided to the customers in the course of the operations. 
Since front office employees have to interact with different individuals in the course of executing their duties, I will face numerous instances, which are emotionally charged. Herein, Communication plays a major role in managing stress and keeping emotions in check. This is of paramount importance as the hospitality industry works on the principles of friendly and generous reception. For instance, through various employee reviews, it has been identified that front office executives in Premier Inn have effectively learnt the way in which complaints can be managed through proper communication processes with the guests (Indeed, 2023). From a personal perspective, I have realised while working in Rossington Hall that this is the most frequently used skill that is associated with operations as a front office employee in a hospitality organisation. As it has helped me in being more empathetic towards customer grievances and issues and thereby helps to resolve those issues in a quick and effective way.
Organising Skills 
These are capabilities and abilities that an individual uses in utilising their various skill sets, resources and time in an optimal way (Agranovich et al., 2019). This is majorly useful in the completion of the tasks that are entailed in the course of performing duties as a front office employee in a hospitality organisation. Additionally, this also supplements the process in which an individual can focus on the necessary tasks that need to be completed effectively. I have realised while working in a front office role that this is an underutilised skill among individuals working as front desk officials.  One of the primary benefits of these skills is that individuals can provide a higher standard of service to customers coming to the hotels.
Additionally, through the enhancement of this skill, I have realised that there is a high amount of inclusion of professionalism in the course of performing various organisational duties. Furthermore, I have observed organisation skills are highly important and have helped in executing housekeeping, laundry, room check and others. Britannia hotels which is a hotel chain based out of the United Kingdom have long hours of operation and receptionists in the organisation have highlighted that being organised helped them in executing their tasks properly (Indeed, 2023). Thus, it can be realised that this significant skill is required to execute various functions that are relevant to front desk duties.
Initiative and Problem-Solving skills 
These sets of skills have the most significant impact on the job functions of a front desk executive in a hospitality business organisation. In this regard, problem-solving skills are those abilities that an individual has which facilitate the identification of problems and analyse of them to find solutions to those (Rahman, 2019). I have observed that these skills are also frequently required by me while performing various job functions. Additionally, being able to take initiative in the course of operations is also highly significant as it allows the facilitation of proper problem-solving processes to resolve the issues of the customer quickly and efficiently. 
Development of these skills is also very necessary, as it increases the comprehensive confidence levels of the employees and makes them more efficient in their work. I have observed that interaction with customers can be highly aggressive at certain times. This can be avoided by taking initiative to resolve their issues in a quick manner by properly identifying their area of the problem. I have also noticed that hospitality organisations also realise the importance of this skill. This can be observed as Travelodge hotels ensure that it recruits employees in its front that are able to resolve problems properly and effectively while performing their organisational duties (Glassdoor, 2023). In all, communication, organising, initiative and problem-solving skills play a significant role in executing various functions of a front desk employee.
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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?

	Meeting and greeting customers and assisting them with check-in and check out process


	Operations will run smoothly by ensuring that customers entering the hotel are greeted warmly with a smile and aided in checking into the rooms while addressing the various aspects of the business.
	Greeting customers with a smile indicates that they may feel satisfied and may want to establish a long relationship with the company.
	In a contingent scenario, the guests can be greeted based on the operational procedure that will be laid out in the rule and operating procedures of the hotels.

	Writing down all key functions that are to be executed 

	By elaborating on the tasks that I need to complete while working as a front desk associate, I will effectively avoid making mistakes and missing out on important details regarding the job.
	This will be the most effective plan as it will facilitate the development of muscle memory and prevent the occurrence of any mistakes.
	By proper adherence to the tasks and the procedure that has been written down, the daily procedure of responsibilities can be memorised and thereby ensure proper management of contingent situations.

	Resolve preliminary customer queries and issues and divert serious ones to respective departments. 


	This can be efficiently done by ensuring that the preliminary questions relating to room facilities, and food mechanisms of customers are effectively answered.
	Since the majority of queries, and customers are preliminary and basic in nature, following a proper protocol while answering can be effective. 
	In the future, I can develop an understanding of other departments and can resolve the issues myself.

	Manage bookings and reservations 


	By using a property management system, the booking of rooms and reservations in dining facilities can be enhanced resulting in a smooth operation.
	Since PMS is majorly used at front desks; it can enable better management of bookings and reservations through proper task management processes.
	The future contingent situations can be resolved by the implementation of a backup mechanism that can substitute PMS for a short period.

	Maintenance of telecommunications 


	This can be executed smoothly by ensuring clarity in the communication processes with different departments in the business organisation such as room service, food and beverage and others.
	This will aid in coordinating the different activities that take place in the organisation and thereby enable it to have hassle-free hotel operations.
	This can be ensured by using various communications technologies to effectively back up any contingent situations.



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:

	
[bookmark: _Hlk127287543]Element 1 – Property Management Systems (PMS)


	Property management systems are a form of software applications that are used by hospitality organisations providing accommodation facilities and commercial residential rental facilities (Bardi, 2021). This software application mainly aids these business organisations in managing to schedule and organise the daily schedules that are associated with the accommodation businesses. The functions of the software include bookings, Check-in and check-out processes and event planning in addition to several others. This application supports hospitality organisations in the diversification of their asset base and customises their actual portfolio. PMS also ensures that front office work is properly coordinated and guest management processes are effectively enhanced in the hotel businesses.  Additionally, it also ensures that owners of the organisation can regulate the promotional and discount options that occur through the front desk of the hotel.
Furthermore, proper integration of the property management systems can enhance the multifunctional front desk management in the hotel management process. It also enables the hospitality companies providing accommodation facilities to ensure a better workflow management procedure by improving the task management process that is subsumed in hotel operations (Iris and Lam, 2019). PMS can also be used by hotels to create a platform in which customers can avail of self-service mechanisms thereby enhancing the overall convenience levels of customers which in turn elevates the customer retention rates and demand for the services of the company by veritable margins. In all, PMS plays an emphasised role in upgrading hotel operations focusing on the front desk methods and raising the booking processes.




	
[bookmark: _Hlk127287558]Element 2 – Hotel Reputation


	Any operational business organisation implements several processes to elevate its brand reputation in the market in which it functions. Hotel businesses are not an exception that operates in the course of operations as it allows the business to generate a better brand perception among the target customers. Thereby, hotel businesses take into consideration, the processes that need to be implemented to manage the online perception (Lai, 2019). Hotel reputation is one of the most important factors that determine the nature of revenue the business experiences and the comparative profitability increase on a year-on-year or y-o-y basis. Additionally, this also plays a major role in enhancing overall brand loyalty and thereby creating brand equity. Brand Loyalty refers to the circular process in which customers repeatedly purchase or hire the services of a single brand (Hwang et al., 2021).  Furthermore, brand equity is the commercial value that an organisation acquires from the consumer perception and brand loyalty processes.
The hotel's reputation has a direct impact on occupancy rates that the organisation has in the long run functional process. It has the most significant impact on the growth and expansion of a hotel and ensures that it has repeated customers, which is vital to stable and constant revenue generation streams (Anagnostopoulou et al., 2019).  From the aforementioned key points, it can be recognised that through proper hotel reputation management, a business can crucially increase the customer base of operation and diversify its target market. In all, hotel reputation and perception go a long way in determining the feasibility of a concern in the long run.

	
[bookmark: _Hlk127287629]Element 3 - Communication 


	Communication is the method through which an interchange and exchange of information take place between two or more individuals or entities through the inclusion of sending and receiving of ideas, opinions and information (Back, Tulsky and Arnold, 2019). It has paramount importance in the hospitality industry with specific reference to hotel businesses. One of the primary benefits of proper communication processes in the business organisation is the enhancement of customer experience. This exhibits to the customers that the organisation is listening to their grievances and various other issues. Additionally, customers also feel that their feedback is considered while implementing various services and facilities.
Proper communication ensures that customers of the organisation have a positive experience during their stay at the hotel.  It also plays a vital role in uplifting customer perception by sending a strong message about the strong customer service processes (Ter Hoeven and Van Zoonen, 2023). Moreover, a business can also reap veritable benefits by ensuring that it has proper internal communication processes. Internal communications corroborate that employee relations are enhanced which is reflected in the service that is offered by the company in the general operational process. Online perceptions, which are highly significant for brand building and hotel reputation can be improved by the proper implementation and execution of communication processes (Kazakov, Ruiz-Alba and Muñoz, 2021). Thus, communication is crucial for the sustenance of a business organisation with a veritable emphasis on hotels and commercial residential concerns. Communication both internal and external has a vital part in ensuring the smooth functioning of a hotel business and ensuring it can create an enhanced brand perception and demand in the markets.

	
[bookmark: _Hlk127287726]Element 4 - Staffing 


	Staffing refers to the comprehensive process of finding, choosing, examining and evolving working relationships with present and future employees and individuals (Jachi and Yona, 2019). The main objective of this function is to employ suitable candidates in an organisation. The function also entails the process through which different individuals are deployed in different parts of the organisation based on their skill sets and abilities. Staffing has an all-pervasive function that needs to the properly executed by a hospitality organisation as it has a major influence on the success of other functions such as customer service, operations, promotion and others. Furthermore, hotels need to execute this function in a proper way by putting the right candidates in the right departments, which can enhance efficiency and productivity levels. 
The staffing function is even more important for a hospitality organisation as it has been historically observed that the industry faces a high employee turnover rate. Improper execution of the process can adversely affect hotel operations. Additionally, the staffing process also determines the way in which an organisation effectively enhance the overall positive customer experience (Rogiers, Viaene and Leysen, 2020). An enhanced staffing function can ensure that the quality of service in various operational processes can be enhanced and thereby customer loyalty can be ensured. In all, this is comprehensively affecting the process through which a hotel business entity can enhance the quality and standard of operations that customers can acquire from its services. Lastly, this affects the motivation levels of the employees and thereby ensures that operational efficiency is enhanced by significant margins. 
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