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Introduction 
As per the view of Bardi (2010), a hotel front desk agent is an employee who is actually responsible for getting guests in a proper as well as efficient way. In the hotel industry, hotel front desk employees are playing an important role. 
Kolb's Reflective model
Concrete experiences
Communication skills
As depicted by Corgel et al., (2011), in the hospitality industry communication skills are very important. Effective communication skill helps to allow receptionists to communicate with their guests in a professional way. Communication skills are also important in order to increase the knowledge as well as skills of employees in the hospitality industry. Researchers have stated that communication skills are actually ensuring transparency properly in an organization. It has been analysed that excellent communication skills are significant in the hotel industry as they could help in making rapport with guests, resolve some conflicts, as well as make a positive guest experience in a proper way. I was an ex-employee of the hotel Holiday Inn and I have observed that my communication skills help me to interact with my guests in an effective way. As a front desk employee, I have found that effective communication is also helping me to increase my skills and knowledge about the hospitality industry. 
Technical skills
As Cited by Hammer (2016), technical skills are significant for any industry as it helps to complete the work in an effective way within time. In the hospitality industry technical skills are also important in order to improve the efficiency of employees in an effective way.  As an employee of Holiday Inn Hotel, I have observed that technical skills actually facilitate smooth services, empower hotel guests, automate menial tasks as well as deliver a better experience for all staff members associated. Through my technical knowledge, I have offered better customer service to my guests at the Holiday Inn hotel. It can be said that my technical skills help me to become a successful front desk employee at that hotel.
Reflection observation 
People skills
As stated by Solomon (2018), people skills are significant for any industry in order to achieve common goals in a systematic way. People skills are defined as the ability in order to work with or talk with guests in a friendly way.  It has been identified that people skills are important if the employees within an organisation struggle to explain themselves in an effective way. Researchers have found that good people skills actually helping in order to enhance the performance rate of the employees as well as the organisation. I have identified that my people skills are helping me to make a perfect bonding with my peers in the proper way. I also made a perfect bond with my guests when they visited the hotel. Through my effective people skills, I have interacted with my clients in a proper way as well as convinced them to take the offers provided by the hotel. My people skills help me to predict behaviour, relate to guests as well as socialise in a proper manner. 
Abstract Conceptualisation
Punctuality
As viewed by Tesone (2015), punctuality could be considered as an etiquette that generally encourages people in order to be on time as promised. Punctuality is important in the hospitality industry. It has been identified that punctuality is one type of trait which encourages employees to reach a place on time as well as uphold their commitments to guests in a proper manner. I have found that punctuality actually enables me to acknowledge the significance as well as the value of time in the hospitality industry. I also found that my punctuality skills help me to complete the task on time as well as offer good services to my guests. 
Active Experiments
Administrative skills
The hotel front desk could work on administrative tasks in order to help organize as well as streamline the hotel in an effective way (Tewan, 2009). I have observed that administrative skills are one of important skills of the hospitality industry as it helps to organize the work in an effective way. Administrative skills enhance the performance rate of front desk employees in a systematic way. I had worked in a Holiday Inn hotel where I was a front desk hotel staff member. As a front desk hotel employee, I mainly answer all phone calls, respond to all emails, moderate social media inquiries as well as update hotel visitor management in a proper way.
Conclusion 
The above part discusses what skills are important for a hotel front desk. In this section, it is also discussed how these skills are playing a vital role in my career.  Punctuality is helping me to complete my important tasks on time, on the other hand, my effective communication would also help to communicate with guests in a proper way. 
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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?


	
As a hotel front desk employee, I would welcome the guests in a proper manner. I would give flower bouquets and welcome cards to my guests when they would arrive at the hotel

	As depicted by Johnston et al.  (2012), a proper hotel operation helps to make the guest, increase the efficiency as well as productivity of the employees and offer more profits to investors in a proper way. I would ask my guests what type of services they would want from this hotel and I would order other employees to provide better services to the guests in a systematic way. 
	I would consider my plan to be the most effective when I would find that my guests would be satisfied with the hotel’s services. 
	Proper training is important to offer high-quality services to customers (Waqanimaravu and Arasanm, 2020, p. 216). In this aspect, it can be said that I would ask my higher authority to provide effective training to staff members. Training in “communication”, “people-handling skill improvement” and “sustainability training” would help employees to develop their skills and knowledge. 

	
I would create easy as well as effortless customer service. It can be said that easy and effortless services could satisfy the guests in a proper manner. 

	As a front desk employee, I would try to convince my guests to stay at our hotel. I would also see the previous positive feedback of the old customers that would help my guests to stay at that hotel. A proper hotel operation is important to increase productivity (Wood, 2013). 
	After watching the positive feedback of old guests, our new guests would think about staying at our hotel and through it my plans would be effective.  
	In this aspect, I would try to implement AI technology to offer better services to customers. Through this upgraded technology the guests would be satisfied with the services. 

	
I would communicate with guests in a proper way through phone calls and emails in order to get the requirements of their services.  

	Effective communication would help me to understand the needs of my guests and would help me to give quality services to my guests. Effective communication is important in the hotel industry (Fallon and Rutherford, 2010). 
	My guests would tell me their requirements from the hotel, and at that time I would be sure that my plans would be effective in that situation. 
	Here it would need to take some initiatives in order to improve the communication skills of employees in the hotel. 

	I would make good bond with our guests and try to understand their needs 


	I would request my peers to offer better services to our guests as well as I would check that my guests would not face any type of issues in the hotel. A good bond with customers helps to increase the efficiency rate of the company (Varadarajan, 2020, p. 89). 
	After guests check out when they would give a positive  review and feedback about our services then it would be said that my plan would be successful
	I would request my higher authority to give importance to increasing the customer service facility in order to get positive feedback from the guests. 
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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)


	
As postulated by Kalra et al., (2020, p. 3155), a property management system is one type of software which actually facilitates a hotel's reservation management as well as administrative tasks. In the present day, it has been identified that PMS is important in the hospitality industry. The major significant functions also include front-desk operations, reservations, channel management as well as occupancy management. It has been analysed that a hotel is actually a complex system which mainly encompasses the activities of several departments, as well as all operations, need to be tracked in a systematic way (Madni, 2019, p. 7). PMS also controls reservations as well as financial transactions; PMS might allow a company in order to manage hotel operations in an effective way. On the other hand, back office, revenue management as well as customer data management are also controlled by the property management systems software. Researchers have stated that reservations are one of the important modules of property management systems software.  For an upgraded hotel business, online booking is important and it is a major sales channel here. It can be said that the reservation module helps manage online bookings in the hotel in an effective manner. A hotel reservation system actually holds all inventory information as well as dates in an effective way (Bucchiarone et al., 2020, p. 5). Researchers have stated that a hotel reservation system is actually integrated with the website booking engine as well as other distribution channels. 
On the other hand, room bookings, E-payments processing as well as reservations emails are the key functions of the reservation. In e-payments processing, the software gathers online transactions as well as classifies these as per their types as well as categories. Reservation tools mainly stop overbooking as well as double booking. It has been found that in some software this function is mainly part of the channel management module.  PMS software also permits guests in order to book not only accommodation but also activities with the system. In most of the cases, it has been identified that PMS software is helping to save time. This software enhances time available for backlogged tasks as well as most significantly, free up time for themselves. Researchers have found that a good PMS also saves money in a proper way. A property management system is actually designed in order to decrease the administration as well as management costs which come with having the employees snowed under mounds of paperwork. Property Management Systems software offers staff members valuable feedback.  



	
Element 2 – Hotel Reputation


	
As stated by Mohammad and Tabaeeian (2022, p. 1136), hotel reputation is also important for hotel companies in order to get competitive advantages in the market. It has been found that hotel reputation management is actually monitoring as well as impacting how a hotel is actually perceived online. In the current situation, a hotel's reputation could make or break its success. It is known that hotel reputation management is vital for hotels in order to actively manage their online reputation in a systematic way. By managing its reputation, a hotel could enhance its hotel's visibility as well as attract more bookings. A hotel's reputation is helping to increase the performance rate of the staff members in the hotel. In most cases, it has been surmised that hotel reputation management could develop guests' loyalty in an effective way. It has been identified that if hotel organisations respond to feedback from guests as well as take steps in order to address problems it actually helps to satisfy the customer as well as increase the brand image of the hotel property (Lai 2019, p. 111). 
Reputation management actually offers the opportunity to evaluate the issues followed by a reputation monitoring plan. It can be said that the main aim of the hotel's reputation is to make and balance a positive reputation in the workplaces of hotel organizations. Hotel reputation is playing a significant role in hotel companies. Online reputation management can be stated as the consensus public opinion about total entities on online platforms and the internet. It has been identified that hotel reputation also involves keeping track of review sites, engaging on social media platforms and optimising hotel sites for any type of search. In a study, it has been found that actively managing a hotel's online reputation could generate positive word-of-mouth marketing in a proper manner. Online reviews are important for a hotel's reputation. Almost 84.89% of consumers trust online reviews and that's why in the present time the importance of hotel reputation cannot be ignored (customer-alliance.com.2023). In another survey, it has been identified that almost 49% of consumers require at least a four-star rating before they want to visit the hotel brand. Researchers have divided the online reputation into two parts and these are understanding what is being said about hotels online and actively working towards increasing the reputation of hotels. 




	
Element 3 - Communication 


	
As described by Šerić et al., (2020, p. 335), communication is playing a significant role in the hospitality industry to communicate with clients. Guest experiences have been enhanced systematically through proper communication skills. There are mainly some types of communication present and these are leadership communication, upward communication and customer or guest communications. It can be said that all these types of communication are important in the hospitality industry. It is known that leadership communication is helping some employees of hotel companies to guide tier team members in the proper way and it helps to give proper services to the customers. Leaders mainly deliver one-way communications to their team members. The goal might be to update (Dirani, et al., 2020, p. 380). Here leaders encourage as well as inspire their team members to improve their performance in the hotel organizations. Upward communication is mainly followed by the higher authority of the hotel industry. Here managers actually have to interact with other leaders and employees of the hotel industry in a proper way. This type of communication may be in the form of emails or any report. This type of communication must be formal. Communicating with guests could run the total gamut and also help to identify the requirements of the customers in a systematic way.  
Through communication skills, greater staff engagement has followed in the hospitality industry. It is known that employee engagement is a key metric for staff members' potential retention as well as productivity. Better engagement of staff members also reinforces that the organisation's employees are key contributors as well as through better engagement employees' productivity is also enhanced in a proper way. Researchers have stated that team members with poor job satisfaction actually take more time off of work and are actually less productive in the hospitality industry and it directly affects the customer service. It can be said that if proper communication is present in the workplace then it would help to enhance staff morale in a systematic way. On the other hand, through proper communication customer satisfaction rate is also increased. It directly affects the brand image of the hotel companies. By proper communication, workplace conflicts can also be mitigated in a systematic way and that is why hotel companies nowadays take initiatives in order to offer training to their employees for their improvements in communication. 



	
Element 4 - Staffing 


	
As defined by Karim et al., (2019, p. 25), staff members are also important for the organization as they are assets in the company. In the hospitality industry employees are helping to manage all tasks in an effective way as well as help to provide better quality services to their guests. It has been identified that a hospitality worker means any person who are helping to enhance the productivity and performance rate of the hotel companies in an effective way. There are lots of workers present in the hospitality industry. It has been found that hotel front desk employees are answering the phone class and replying to the emails of the guests in a proper way. Hotel front desk employees also welcome the guests and communicate with them in an effective way. There are also cooks who actually make delicious food for the guests in the hotel. Mainly there are several categories that could be placed in the hotel industry. These are administration, support staff as well as guest services.
Large hotels in urban areas mainly have extensive support employees in place to care for guests (Ying et al., 2020, p. 3249). It can be said that hotel support staff are helping to carry the luggage and vehicles of the guests.  In order to run in a smooth way, most hotels need a team of employees working in administrative roles. It is known that hotel administration employees actually deal with staff matters, balance hotel inventory as well as resolve guest problems in a proper way. A hotel manager offers high-quality services to their customers as well as oversees all hotel operations in a proper way. They recruit the equipped staff as well as offer training to them in order to enhance their skills and knowledge in an effective way.
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