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Intro 
Front desk officers are the representative or the first interaction customers face. Front desk officers are responsible for welcoming guests and taking care of them. They are supposed to interact with the customers through calls and in-person and also responsible for providing guidance and necessary information and catering to the customers' complaints.
Key Skills 
Hiring a hotel front desk officer can be very challenging because this department is the face of your company. One of the most vital skills required to work at the front desk is greeting guests with a smiling face and professional appearance upon arrival and providing excellent customer service. Working at the front desk also requires answering all incoming calls patiently, listening to customers' queries and complaints, and providing them with a solution. Front desk officers also ensure that the desk is clean and has all the necessary supplies like pens and forms. Front desk officers of hotels are also required to guests check in and check out guests, provide information about the payment methods, and make reservations for them (Park, and Kim,2021). Excellent communication and interpersonal skills are critical for a front desk officer to welcome guests pleasantly. The front desk officer must be a helpful, attentive listener and have computer skills. Providing the best service and informing guest about all the amenities to satisfy is also front desk officer's job. In addition, being at the front desk requires being courteous, taking responsibility for all guests' complaints, and providing them with solutions instantly by communicating with other departments to ensure guests are thoroughly contented (Hu et al., 2022).
Application Of Theoretical Knowledge Whilst Working in Industry 
With the knowledge gained from this course and then working as the front desk officer, the front desk department interacts with the guest most of the time, making it their responsibility to provide a smooth experience by providing all the necessary help. Working at the front desk requires good customer service and patience as it requires interacting with customers online and in person. Strong organization skills are also vital in managing guest records promptly, and the ability to perform multiple tasks at once and regular time management skills are also crucial to work at the hotel's front desk (Shao, 2017).
Personal Reflection
From my personal experience, as I have worked on the front desk for some time, this job was very challenging for me in terms of patience as it required me to remain calm all the time with the customers and pay attention to their complaints. Multitasking was another critical skill they required which can get very exhausting sometimes. Furthermore, excellent customer service and interpersonal are essential because being at the front is all about interacting with people throughout the day. Each customer has a different kind of query, and we were required to cater to them even if an issue is from another department; this was my experience as a hotel front desk officer.
However, when I was a hotel guest during vacations, the officer at the front desk was unable to provide information regarding room to us and kept us waiting for long time which created a bad impact so they must have multitasking skills. However I was at a hotel once where the warm welcome given to us by front desk workers gives an instant feeling of satisfaction and providing solution to our issues in a soft tone while managing other tasks was another factor I can remember.
Industry Examples 
Take an example from hotels around the UK, such as Royal Lancaster and The Chesterfield Mayfair, which are highly rated hotels, and most of the reviews represent the excellent customer service provided. Another hotel, namely Hotel 41, has over three thousand reviews, and it is also revealed that the primary source of customer satisfaction was excellent service provided by the hotel's front desk, making it the topmost-rated hotel in the UK. From these examples, it is revealed that attending to customers politely was crucial; thus, providing good customer service is very important and can make hotels top most rated because businesses usually gain success through word-of-mouth (Jayaweera,2015).
Importance In the Hospitality Industry 
The hospitality industry is an umbrella term which includes various sectors. Providing excellent service creates a good impact on the customers as well as makes the reputation of the hotel. Hotels need efficient and courteous front desk officers because guests primarily interact with the representatives at the front desk. (Kim et al., 2015) .Front desk officers at hotels must go above and beyond to meet customers' expectations by welcoming them warmly or paying attention to their queries and complaints, giving them an instant feeling of ease. Hence, the front desk's role at hotels is crucial in the hospitality industry.
Conclusion 
It can be concluded that the front desk department is significant for hotels, and employees working at the front desk immediately impact the guest coming. Front desk officers are required to welcome guests, make reservations, and manage all the queries customers come up with, thus meeting the guest's expectations.
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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?


	On the arrival of guests, I will ensure to greet them in a friendly manner with a smile to make them feel welcome. 

	I would maintain consistency and would handle the task efficiently by reviewing the operational guidelines of the hotels, including the check-in and check-out procedures. 
	The plan is effective as by providing attention to detail and maintaining consistency, a personalised experience could be provided to the guests.
	A cross-training plan may help to ensure that all employees have basic knowledge regarding others' job roles, which ensures that no guests are left unattended in case of the absence of the other.

	To further appeal to the guests, I will dress in the hotel uniform and ensure that a neat and tidy appearance is maintained, which would help convey a sense of professionalism and also ensure to create of a positive brand impression. 


	The focus on hygiene and cleanliness would be maintained at the front desk to remain appealing to the guests. I will also ensure that the front desk is always attended to and staffed accurately.
	An established set of procedures ensure reliability and creates a sense of professionalism and trustworthiness. 
	The operational tasks will be documented in a comprehensive way to provide step-by-step guidelines. 

	I will also look into the services and would familiarise myself with the facilities of the hotel to guide the guests well. 
	A checklist of essential tasks would be created to ensure that the important ones are prioritised. By doing so, I would be able to stay organised and would ensure that crucial responsibilities are not overlooked. 
	Guests' dissatisfaction can be prevented, and commitment to exceptional services is achieved. 

	A backup contact list needs to be maintained with a number of trained professionals for immediate help.

	I will work proactively in order to identify potential concerns and issues or concerns. I would ensure to be proactive in terms of guest guidance to ensure a smooth journey at the hotel. 
	Effectiveness of communication will be maintained with other departments, such as the maintenance and housekeeping staff which will also respond to guests' requests and would help resolve any emerging issue.
	The focus on communication would help resolve guests' issues quickly, and the collaboration would foster efficiency and create a seamless experience. 
	Regular staff meeting needs to be conducted. 

	If a guest complains about a concern, I would ensure to listen to them peacefully and would take appropriate actions to resolve the conflict promptly. This would make the guests feel valued and heard and would work to turn a negative experience into a positive one. 
	In case of a guest complaint, I would look for an alternative solution immediately rather than waiting for someone else to intervene in the situation. To achieve this, I might seek guidance from my colleagues to address the situation in a knowledgeable manner. 

	By listening to the guest's concern, a level of empathy and responsiveness is generated, which would enhance the brand's reputation.
	Hotel management software or communication tool should be placed to respond immediately. 



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 hotel industry is a sector that is filled with numerous elements that, in one way or another, affect its performance, which is why focusing on these elements is next to necessary. Being a part of the service industry, hotels need to be extra careful while dealing with their guests because a single complaint can affect their reputation. Therefore, this essay will focus on four elements that are important for a hotel's business. To be more specific, elements relating to these elements will be scrutinized. This would show the role of these elements in a hotel's business.


	
Element 1 – Property Management Systems (PMS)


	
The first element to talk about is Property Management Systems (PMS), and it is concerned with the operations that happen inside a hotel’s building. In its case, there are several elements connected to PMS, and the first of them is reservation management. This is the element that dictates how effective PMS is the way it maintains operations such as reservations and online booking. Similarly, PMS ensures that the hotel’s check-in and out processes are conducted in a flexible and smooth manner (Popov et al., 2017). Through reservation management, the PMS systems are able to monitor group bookings and rate management. Furthermore, the second element determines the efficiency of front desk operations that are facilitated through user-friendly interface. The front desk operations secure smooth guest’s registration processes, key card management, guests’ management and room status updates. Moving on, room inventory management is also an important element for PMS because it enables hoteliers to track room availability, give rooms to the guests as per their preferences, and all-in-all handle housekeeping and maintenance requests. Lastly, reporting is also a significant element of this scenario because it is concerned with the occupancy rates of the hotel, the revenue flowing in, and the number of guests letting their preferences, all of which serve as key performance indicators.


	
Element 2 – Hotel Reputation


	
Secondly, the hotel's reputation is evidently important because it encompasses the way it is perceived by its existing and potential customers, which is why maintaining it is vital. In order to do that, there are some elements that have to be addressed. The first one is monitoring the reviews guests leave online. Monitoring and keeping track of these reviews would help the hotel know what its reputation is like and what it can do to improve the negative experiences. Similarly, service quality is also a significant element because catering to it in an excellent way is equals to a positive reputation (Kim and Kim, 2017). To ensure the best service quality, hotels need to have an attentive, friendly, and approachable staff and quick solutions to guests’ issues so the experience can be wonderful. As a part of this, being clean and maintaining cleanliness everywhere, meaning in the rooms, in the hotel lounge, the dining room, even the front porch plays a huge role in handling the hotel’s reputation. Customers need to ensure their hygiene will be protected because they share hotels with strangers, which is why regular maintenance of such factors would lead to a good reputation. As a result, making sure the guests are safe while on the hotel's premises is also one of the biggest responsibilities – and an influential element for its reputation.


	
Element 3 - Communication


	
Moving on, noting how the hotel industry is expansive, its important elements keep going, and one of them is clearly communication. Here, numerous sub-elements that are concerned with excellent communication are given value because a hotel deals with different types of people every day. Among these, internal communication systems cannot be brushed aside. These are vital because they revolve around implementing reliable internal communication systems like phone systems, intercoms, and email where members of the hotel staff can communicate with each other effortlessly without having to leave their positions (Ettinger et al., 2018). Similarly, communication systems with guests are also vital. These can include in-room communication devices where customer can either order room service, file a complaint, or some other query. However, diverse options for communication so customers can pick one as per their preferences. Furthermore, since it is already established that communication between the staff members needs to flow smoothly, training the staff to make them more skilled in this area is necessary because it will make their approaches more adequate, especially in solving issues. Finally, it is evident that hotels would receive international guests who might not speak English. Therefore, multilingual support always needs to be present in the hotel to ensure nothing in this exchange can go amiss.

	
Element 4 - Staffing


	
The element that is the final one in this scenario is staffing. As it was already established, the hotel’s staff plays a very significant role in its organizational success, which is why ensuring that the factors connected to it are also tackled effectively. The first of these aspects is workforce planning, which is involved with training the staff by analysing the company’s needs and then distributing tasks as per the skills and requirements of talent (Žufan, 2016). This would allow the company to be more accurate about staffing. Secondly, it is highly important for any hotel to clarify the descriptions of vacant jobs and the responsibilities of them so the right candidate can apply and get hired. This would allow the staff to be more effective at what it does. Furthermore, when it comes to staffing, the element of training cannot be missed. Ensuring training and development programmes are being considered is important because employees need constant enhancement, even the most talented ones, so their skills and knowledge about their jobs can be polished. Finally, staff scheduling is also a critical element because it makes sure that the right number and type of workers are present at the right time. This can include the labour laws, the skills required, and the adequacy of the employee in question.


	Conclusion

	
In conclusion, this essay analysed the elements of staffing, PMS, hotel’s reputation, and communication as the main aspects that play a huge role in business success for a hotel. To make sure they were scrutinized properly, the factors connected to them were delved into so it could be understood where the significance lies.
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