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Introduction
Working as a front desk operator in hotel management requires clear speech and polite and calm manners. I will need to enhance myself to accumulate high-standard profiles on the hotel premises and excellent verbal communication skills. Acting according to the customer’s needs and serving them with good authority guidance are the key skills required in the hotel premises (premierinn, 2023). Working as a front desk operator I will need to anticipate good telephonic manners to the customers and behave with them in good ways. Overall, I will also need to be patient dealing with any chaotic situation or even under pressure. The foremost skills that will be required while working as a hotel desk operator are perfect technical knowledge, active listening and multitasking skills. 
Discussion
I have gained knowledge regarding my profession as a Front desk operator in the Premier Inn Lancaster which is situated in the UK. After finishing my education in this authentic hotel I have anticipated various skills like managing excellent communication skills and good telephonic manners to handle customers. Moreover, the ability to talk calmly in any chaotic situation has developed me to create proper behaviours and personal values. Occurring good communication skills I have developed myself to discuss with different cultural people visiting the hotel premises. Managing customised mail and multitasking skills have nourished me to be an expert as a front desk operator. Overall, maintaining good hygiene over all the hotel premises is one of the major works of the front desk operator. I have gained good sort of leadership skills therefore, resolving any conflicts in the hotel was my major skill development. The hard skill that I developed was collecting authentic databases of customers who visited the hotel (Trudeau-Poskas, 2020). Ensuring the correct and accurate documents of the customers is the top most skills and also the risk skill to develop as a front desk operator. During my stay at the hotel premises, I gained many traditional languages that helped me to develop many foreign languages. Moreover, booking meetings, conducting client meetings and arranging couriers for the hotel were the major work roles that developed me to manage time. Throughout my practice, I have anticipated being an active listener and being an expert in multitasking so that I can manage time-consuming skills (Pelosse, 2022). Moreover, social skills, technical skills and problem-solving tactics are one of the most developed skills gained from Premier Inn Lancaster. I have gained the ability to work independently and be an excellent communicator and brilliant organiser after practising my front desk operator in the hotel (Marr, 2022). The major issue I have faced working as a front desk operator is handling too much work during peak seasons of the hotel. One of my major weaknesses that have occurred working as a front desk operator, is not having good communication with authorities during any chaotic situation. Many people or customers of the hotel have criticised me for not having accurate working stability in the hotel. Sometimes, managing aggressive customers or clients in the hotel has puzzled me to keep perfect maintenance on the hotel premises (Blomstorm, 2019). I sometimes lack the confidence to talk with foreign clients or people in different languages when visiting the hotel. I faced trouble while asking for help from hotel authorities as they were not available during the chaotic situation. Regarding any chaotic situation, I lack to keep calm or patient as some customers were aggressive. Taking too many projects and maintaining them at once were very much hard to handle and lacked the productivity of the hotel. I failed to keep a database of customers which resulted in a lack of computer skills and technical knowledge for me (Bardi., 2010). Furthermore, whilst practising as a front desk operator in Premier Inn Lancaster, I failed to take the criticism of the customer's review positively. Public speaking and lack of confidence have bogged me down while working as a front desk operator. During peak timings in the hotel premises, I have delayed many tasks or postponed many projects after not getting certain approval from the authority of the company (Wiley et al., 2011). Moreover, maintaining timidity, and good public speaking can enrich my skills as a front desk operator. 
Conclusion
The self-reflecting essay has covered all the significance of working as a front desk operator in the Premier Inn Lancaster. Overall, after taking an internship as a front desk operator, I have utilised many skills that are required to fulfil for a hotel. The subject matter of this self-reflection essay has stated the developments needed to upscale the role of the front desk operator. Moreover, the essay holds to state the skills and knowledge that have developed after the front desk internship at Premier Inn Lancaster. Lastly, this essay has included an overview of the job roles of the front desk operator and the key elements to make personal and professional developments. 
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	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?


	1. I will be personally available to help them and be an active listener to provide them with good service. Moreover, providing customers with a good stay in the hotel premises will be my major motive to ensure good security. 


	1. I will respond to guest feedback and reviews and offer personalised services and experiences. Moreover, I will try to standardise the regulations of the hotel and communicate effectively with guests. 

	1. After actively promoting perfect scheduled working timings for the employees I will be able to identify and complete all the tasks accordingly (Hammer., 2016). Additionally, I will be able to consume low time regarding my work and make great success for the hotel.  

	1. Creating a good resolution plan can ensure to generate and follow the rules and regulations of the hotel by every employee. Managing programs in urgent or emergency need is a vital and quick resolution plan that can benefit the hotel in future (Solomon., 2018). 


	2. I will respond quickly to all the questions and requests of the customers to provide them with good privacy and security. Following the security needs of the customer I will be able to enhance good transmission channels and quickly access the needs of the visitors. 
 


	 2. During any chaotic situation I will be prepared to handle any circumstances of the hotel and deal efficiently. I will keep an eye on all the reviews given by the customers and make positive feedback to the authorities to maintain the growth of productivity (Tewan, J., 2009). 

	2. Keeping the records of every employee and customer of the hotel can provide privacy and security for every individual. Keeping the recordings of the documents in the most secretive place such as a vault or any other cabinet will safeguard all the information of the hotel.  

	 2. Conducting business strategy plans and sharing those with other employees will improve to tackle the high risks for the hotel. Analysing the impacts of the business on other co-workers will guide them to look over the unfulfilled strategy of the business and make good productivity. 


	3. During the absence of my authorities I will ensure to provide the best services for the customers and help them mitigate any query or complaint regarding the hotel. 



	3.  I will try to promote rules and regulations to the clients to generate great leads in the absence of my manager. Clever marketing and bilingual language skills will develop me to understand the foreign languages of the customers. 

	 3. Training every employee before offering them to join, will help to bring productivity to the hotel and gain brand recognition. Perfect maintenance and good security of the customers will create a brilliant working strategy for the hotel (Tesone., 2015). 

	3. Creating an excellent backup plan will safeguard all the confidential documents related to the hotel and keep them in perfect security.  Backup operations always save the time and money of the hotel authorities by occurring only minimum damages to the hotel. 


	 4. I will provide excellent customer service, and train and empower staff members to anticipate and meet guests' needs so that can regularly maintain and update the facilities. 



	 4. Focusing on the work motive and using good technical knowledge in the workplace can immediately strengthen the net profit for the company. 

	 4. Hygiene environment in the hotel premises will cultivate positive impressions from the customers and make favourable reviews by them. Constantly holding high-quality maintenance in the workplace will make the brand recognition of the hotel globally and mitigate all the issues regarding the productivity of the company (Johnston, et al., 2012). 

	4. Moreover, creating an external environment for the hotel often boosts the development of good social, environmental and many other factors. Furthermore, I will guide every employee of the hotel to follow the protocols and guidelines to measure safety. 


	 5. I will offer personalised and memorable experiences for guests, and promote and showcase the unique features and offerings of the hotel through marketing and promotional efforts. 



	5. Working as a front desk operator I will efficiently tackle the staff handling management, regularly monitoring. Moreover, I will keep scheduling my work, train other employees and keep a recording of the activity held on the hotel premises (Vallen., 2012).  

	 5. Regarding my professional comment, implying well-structured values and culture in the workplace will anticipate building high-profile standards and promote the hotel without any advertisement. 

	5. Moreover, I will actively enrol everyone to participate in the safety programmes conducted by the hotel and make a good environment in the workplace. Lastly, after organising such events, customer engagement will arise in the hotel premises without any extra strategy or marketing advertisement. 
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 A property management system (PMS) is a software application that is used to manage the day-to-day operations of a hotel or hospitality business. This allows hotel staff to manage reservations, room bookings, front desk operations, guest check-ins and check-outs, housekeeping, and other essential tasks involved in running a hotel (Fallon, M. & Rutherford, D., 2010). Features of PMS also include revenue management, accounting, and reporting. Moreover, it helps hotel managers and staff to manage reservations, room inventory, check-ins and check-outs, billing and payment processing, housekeeping schedules, and other essential tasks required to run the hotel efficiently. The PMS is the central hub for much of the hotel's operations, providing a single platform that can integrate with other systems such as channel managers, booking engines, revenue management, point-of-sale, and customer relationship management (CRM) solutions (Long, 2023). This allows hotels to manage their entire business more effectively, analyse data more accurately, and gain greater efficiency. Many advanced PMS solutions also offer additional modules or integrations for managing guest preferences and profiles, loyalty programs, financial reporting, forecasting, and other customised features needed to run a hotel operation more efficiently (Vallen, J., 2014). Overall, the use of a PMS is crucial for managing a hotel's day-to-day operations, increasing revenue, and providing guests with a flawless experience.
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	[bookmark: _Hlk137144593] Hotel reputation is an essential aspect of hotel operations that reflects how guests perceive the hotel and its services. The reputation of a hotel can have a significant impact on its success, as it can influence guest loyalty, occupancy rates, and revenue (Wood., 2013). Ensuring a positive hotel reputation, hotels need to prioritise delivering high-quality services and experiences to their guests (Brookins, 2022). This includes providing comfortable accommodations, delicious food and beverages impact its success as it affects guest loyalty, occupancy rates, and revenue. Therefore, maintaining a positive reputation is crucial for hotels in the hospitality industry (Miksen, 2023). Hotels must focus on providing excellent customer service, maintaining high-quality facilities and amenities, providing clean and comfortable rooms, and ensuring the safety and security of their guests. Authorities of the hotel must also respond promptly to guest feedback and complaints and take necessary steps to address any issues that may arise (Kerr, 2023). Hotels can also build a positive reputation by engaging with guests on social media platforms, responding to online reviews, and promoting positive guest experiences. Building a positive reputation takes time and effort, but the benefits are worth it, as it contributes to the overall success of the hotel.
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	[bookmark: _Hlk137144612]Effective communication skills are essential in ensuring that guests are satisfied with their stay in the hotel. Staff must be able to communicate efficiently and effectively with guests to understand their needs and requests and provide the appropriate service or solution (McKay, 2019). Clear communication can prevent misunderstandings and problems that could result in negative reviews or loss of business. Staff members should communicate effectively with guests, they can better understand their needs and preferences. This can help to prevent misunderstandings and problems, leading to a better all-around guest experience. Hotel operations involve a lot of interaction between staff members, as well as between staff and guests. Good communication skills are essential for building strong relationships with colleagues and customers alike (Benjamin, 2023). This can help to create an efficient and effective working environment in which everyone feels valued and respected. Many hotel tasks require teamwork, and effective communication is the key to successful teamwork. Staff members need to communicate clearly with each other to coordinate tasks, delegate responsibilities, and address any issues that may arise. This can help to ensure that tasks are completed efficiently and to a high standard. Good communication skills are also essential in hotel sales and marketing therefore Staff members can effectively communicate the benefits of their hotel, package deals, and other offerings can help to increase revenue and improve the hotel's reputation. Communication skills are essential in hotel operations because they facilitate guest satisfaction, build strong interpersonal relationships, contribute to teamwork and facilitate sales and marketing.
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	[bookmark: _Hlk137144638]Staffing is required in hotel operations mainly for two reasons: to provide excellent customer service and to ensure efficient and effective hotel operations. Firstly, having an adequate number of well-trained staff is crucial to providing excellent customer service. The staff is responsible for interacting with guests, addressing their needs and concerns, and providing a pleasant experience. Hotels with inadequate staffing may result in long wait times, and poor service adequate staff in a hotel enables them to provide excellent customer service to guests. This includes welcoming guests, assisting them with their needs, ensuring their comfort, and resolving any issues that may arise (Chron, 2020). Guest satisfaction is the key to a successful hotel, and having a well-trained and courteous staff is essential in achieving this. Secondly, staffing is required to ensure efficient and effective hotel operations. Various departments in a hotel - such as housekeeping, food and beverage, maintenance, front desk, sales and marketing, and accounting - require specialised staff with specific skill sets to manage their respective duties. Inadequate staffing or unfavourable employee-to-guest ratios can lead to poor service delivery, increased workload for employees, and unmet guest expectations (Milano, 2023). Overall, the quality of staff and the number of employees in a hotel play a vital role in the success of the hotel and the satisfaction of its guests.	
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