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	The front desk of the hotel is located in the lobby and serves as a place for check-ins and the processing of bookings using standardised procedures for visitor registration and room assignment (Hu et al., 2022). Since it gives visitors their initial impression of the hotel, the front desk is like its storefront. As customers check-in and depart at the front desk, it is essential to the success of any hotel. As a consequence, the main duties of the front desk include accepting bookings, welcoming and registering guests, assigning rooms, and responding to any inquiries they may have while they are staying at the hotel. Other key front desk duties include guest account settlement, visitor history card compilation, guest service delivery, airport pickup, and baggage management (Belias and Trihas, 2022). 
I have a range of skills that I offer to the front desk of the hotel, including exceptional customer service, attention to detail, and the capacity to plan efficiently and interact with visitors. As a front-desk employee, I put great customer service first above everything else. I have a duty to make visitors feel welcome and appreciated since I am often their first point of contact. This includes giving visitors a kind and helpful greeting, attending to any issues they may have, and responding to any inquiries they might have about the hotel and the surrounding region. I have to pay great attention to every tiny detail when working at the front desk. It is my duty to correctly record the personal information of each guest, such as name, address, and credit card number, while checking them in and out of the hotel. Cash and credit card payments and transactions will both be something I can manage. I am aware of and able to abide by all hotel policies, including those that deal with check-in and check-out hours, cancellations, and room allocations.
I also have excellent verbal and administrative skills, which come in handy as a front desk receptionist. I am able to converse with visitors, employees, and hotel management. This includes answering phone and email enquiries from guests, providing them with information about the hotel and its surroundings, and resolving any difficulties they may be experiencing. I have a duty to be able to function well under pressure since they can have a lot of visitors and stuff to accomplish at once. The concept of expectations may be used to study motive at work (Hajiali et al., 2022). The main principle of expectation theory is that individuals carefully consider their actions in order to accomplish their objectives (Augenblick and Lazarus, 2022). I will be motivated to modify my behaviour and integrate the valence, instrumentality, and expectation functions of my job as a receptionist. Expectancy is known to have a strong motivating effect on work ethic (Dunlop et al., 2022).
Additionally, I am familiar with the reservation system of hotels and have experience with a variety of relevant programmes and tools to handle guest profiles, reservations, room assignments, and payments. I am aware of all of the rules of the hotel, including those relating to health, safety, and fire. Additionally, I am familiar with the nearby attractions and leisure activities as a front desk employee. Utilise this information to further customise the visitor experience and encourage further usage of the features and services of a hotel. Since they often operate as both the first and last points of contact for customers with the hotel, front desk workers must also be attractive, competent, and hospitable (Akgunduzn et al., 2022).
In summary, a front desk position in a hotel needs a variety of skills, such as those related to customer service, attention to detail, communication, organisation, computer usage, and hotel policy knowledge. Additionally crucial are the abilities to multitask and perform well under duress. A front desk needs to be appealing, professional, and well-mannered in order to leave a favourable impression on guests and guarantee that they will remember the hospitality (Lan et al., 2022). If the front desk is unable to carry out its responsibilities, the hotel as a whole will be considered unsuccessful. This is due to the fact that employees at the front desk greatly influence customers' initial impressions and deal with their inquiries and concerns. Therefore, front desk employees at hotels need the ability to listen, awareness, patience, self-control, communication effectively, persuading people to alter their ideas, time management successfully, and responsibility. It is very important for the hotel industry to have these abilities. These abilities are essential in the service and hospitality industries, and front desk staff members must constantly project professionalism while dealing with visitors.
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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?


	I will offer a warm welcome to the guest upon their arrival with a genuine smile and eye contact and greet them with a welcoming tone to make them feel valued and acknowledged. 

	I will enhance the check-in process to ensure efficiency by minimising the wait time. I will make sure that I have enough staff to handle the welcome process smoothly during peak times.
	The first impression on the guest sets the tone for the whole stay (Chen et al., 2022). When a guest is welcomed nicely and feels valued and acknowledged, they will have a positive perception of the hotel and its services.
	I will give the staff clear guidelines about the welcome process along with the importance of a warm welcome.

	I will briefly explain the services, facilities and amenities provided at the hotel during the check-in process.
	While explaining the services, facilities and amenities, I will emphasise the unique features that set them apart from others.
	Providing a clear and thorough briefing during the check-in enhances the guest experience by making them familiar with the offerings of the hotel (Ozdemir et al., 2023).

	I will provide the staff with a standardised script that covers all the essential information to be delivered during the check-in stage.

	I will ensure that each and every guest is attended to after their arrival.

	I will provide the staff with comprehensive training on the importance of attending to guests professionally.  
	Satisfied guests are more likely to return to the hotel for another stay (Xu and Zhao, 2022) and spread positive word of mouth and share their experience with others. 
	I will deliver detailed and clear SOPs covering all the steps to be followed during the time of arrival. 

	I will make sure to maintain a well-managed and delightful environment. Also, I will look after the maintenance protocol in the hotel to ensure a positive guest experience. 
	I will train staff members to evaluate all the touch points of guest experiences. I will ensure that hotel premises are well-maintained, tidy, and visually appealing.  
	The plan will be effective because the guests will eventually be attracted towards a clean environment (Raza and Khan, 2022). It leaves a positive impression on guests as well. 
	I will give staff a proper schedule to inspect the hotel premises that includes outdoor space, common areas, luxury rooms, dining area and lobby. I will train staff members regarding maintenance protocol and procedures. 

	I will monitor guest feedback and solve their concerns in a timely manner.


	I will keep track of each guest's feedback via their reviews and survey. I will also take direct feedback from guests. I will prioritise urgent concerns and solve major inconveniences. 
	For better guest experience and for the reputation of the hotel, monitoring guest feedback is crucial (Zarezadeh et al., 2022). Addressing and resolving guests' complaints helps improve the standards of services and prevent the issues from reoccurring.
	In future, I will establish different collection channels that collect feedback from guests and are easily visible and accessible to every guest. Moreover, I will use advanced technology that updates guest feedback management to automate the process and give an immediate response to the feedback and complaints of guests. 



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)


	The property management system (PMS) of a hotel oversees all daily operations, including reservations, front desk, cleaning, maintenance, billing and invoicing, analytics, and reporting (Abir and Khan, 2022). Hotels employ property management systems (PMS) to enhance the tourist experience and simplify operations. The essential elements of PMS include; 
The Guest Profile Management module is a crucial component of PMS. It comprises gathering visitor information and tracking their preferences. It is a practical approach for hotels to manage the personal data of visitors, such as names, contact information, addresses, government identification numbers, and loyalty programme memberships (Gamage et al., 2022). This information is securely kept and may be immediately accessed whenever necessary. The visitor Profile Management feature of the PMS makes it easier for visitors to engage and communicate.
Another element of PMS is known as security and data protection. The element plays a critical role at a hotel in protecting guest information and ensuring compliance with data protection laws (Prinsloo et al., 2022). Guest personal information, payment card details, and booking information are all securely encrypted. Sensitive information may be transferred and stored without being concerned about prying eyes when encryption is used (Shahid et al., 2022). 


	
Element 2 – Hotel Reputation


	The reputation of a hotel is impacted by several variables, some of which include Quality of Service. It is an important aspect of a hotel's reputation. It significantly affects the satisfaction of tourists and the overall quality of their stay (Kim and Kim, 2022). If management takes the time to remember their preferences, provide specific ideas, and anticipate their needs, guests will have a more satisfying and memorable experience. If the facilities of the hotel are always functional, guests will have a positive image of the establishment and its personnel.
Keeping a place clean is essential to having satisfied customers. Each guest room must be perfect and in functioning condition. The initial impression of the hotel on guests is enhanced by its maintenance and cleanliness. Customers are more likely to trust a hotel that takes pleasure in its maintenance and beauty, which enhances their whole experience (Xia et al., 2022). Hotels that take pleasure in their look and maintenance might have the edge over rival establishments. Success in these areas will make a hotel stand out from the competition and provide it with an advantage over its competitors.
The opinions and ratings that customers provide on review websites like TripAdvisor and Expedia may teach managers a lot (Bhandari and Sin, 2023). By examining feedback from customers, management may better understand consumer preferences, find solutions to issues, and enhance services. Hotels with a lot of positive reviews and high ratings could appear at the top of search engine results, improving their exposure and bookings (Karaman et al., 2023). 


	
Element 3 - Communication 


	Customer satisfaction is increased when all hotel staff members have open channels of communication (Acampora et al., 2022). In a globalised society, being able to communicate clearly and fluently in many languages is a huge advantage. Learning to negotiate the complexity of other cultures is one of the difficulties of multilingual communication. People are better able to interact with one another and avoid misunderstandings when they are aware of and respect one another's cultures. 
It is crucial to be accurate and clear when talking across departments to ensure that everyone understands what is being said. It is crucial to communicate totally and clearly while avoiding the use of unnecessary jargon or technical terms in order to do this. Both parties must participate for communication to be effective (Santos et al., 2021). When individuals and groups are encouraged to actively listen, understanding and compassion are promoted. Open channels of communication between departments promote cooperation and collaboration. It encourages cross-team cooperation, information sharing, and the utilisation of expertise and experience of one another to achieve goals. 
Technology breakthroughs have made connecting people and things simpler than ever (Mishra and Tyagi, 2022). People may stay in continual communication with one another thanks to the internet, mobile networks, and Wi-Fi. By exchanging information and sharing resources, this network enables individuals to work together in real-time, regardless of their geographic location. With the use of technology integration, multimedia components may be included in already-existing communication channels. 


	
Element 4 - Staffing 


	Performance management is used as part of the hiring process to assess the training and development needs of employees. Employees gain from frequent assessments because they get constructive feedback on their qualities, shortcomings, and room for improvement (Simonian and Brand, 2022). These evaluations may be the basis for promotions, increases in compensation, and new opportunities for progress. Utilising the data from performance evaluations may help staffing operations better fulfil the needs of its employees. Performance management may be included in the hiring process in order to recognise and celebrate excellent performance. Businesses may use it to determine which staff are high performers and which would benefit from more coaching.
Employee retention and engagement are linked and have a common impact on one another. Employee participation in decision-making processes, proactive employee feedback gathering, and the availability of forums for workers' ideas and suggestions may all increase job satisfaction and loyalty (Karoso et al., 2022). Employee loyalty and morale may be greatly improved by a positive work environment that promotes collaboration, communication, and a sensible work-life balance. In order to preserve institutional memory, reduce replacement costs, and ensure business as usual, top-level employees must be retained. Employees that are enthusiastic about their work are more likely to stay with the organisation, and vice versa. 
Educating and Developing is an important elements in staffing. The onboarding and orientation of new employees are ideal periods for training and development initiatives. Training and orientation courses are created to help new hires settle into their new job and contribute positively to the team. As a consequence, workers are better equipped to carry out their tasks and realise their full potential. Training investments benefit employers by increasing productivity and revenue (Lunde et al., 2022). Thanks to training and development programmes, employees can adapt to new technology, procedures, and market conditions more effectively. By providing training on the newest trends and practices, organisations can keep their employees informed and prepared to handle the shifting needs of the business.
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