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After learning the basics of working at a hotel front desk, I was shocked to see how many different areas of knowledge are required for success. My education and job experience have provided me with a good foundation in the principles and application of these skills in the hospitality industry. In this reflective essay, I will examine the relevance of the abilities I have acquired and outline my knowledge of the hospitality industry.

Because the front desk employee is the first point of contact for tourists, their overall opinion of the hotel is greatly influenced. As I dug more into the subject, I recognised that good communication skills are essential for this profession. Interacting with tourists, answering queries, and describing the hotel's amenities all need the ability to communicate effectively and simply both vocally and in writing. I was able to refine my communication skills and get a better understanding of the role they play in developing and keeping a favourable reputation because of the hands-on exercises and role-playing opportunities.

I have also put a heavy focus on building my customer service skills throughout my studies. As a front desk professional, you operate in an industry where happy customers are critical to the success of your company. Because of my training, I am better equipped to give guests with the sort of personalised service that will leave them with a lasting impression. Case studies and practise encounters with actual visitors have assisted me in honing my customer service skills and seeing the link between creating a memorable experience and generating repeat business.

Time management and multitasking abilities have become more vital for front-desk employees. The position's fast-paced nature involves the competent administration of several obligations at the same time. I schooled myself to establish priorities, employed organisational tools, and observed experts at work to become a better multitasker. I now see that making optimal use of time is critical to operating a successful company and always giving exceptional service to consumers.

Another thing I learnt in school was the need of technology competence in hotel front desk operations. Many hotels and motels use a Property Management System (PMS) to keep track of reservations, visitors, and finances. I investigated and played with several PMS systems to get a sense of how they function. Because of my knowledge with PMS systems, I can now effectively optimise operations and deliver excellent service to visitors.

Introspection and self-awareness have been crucial to my schooling. Because hotels welcome people from all walks of life, I can see the usefulness of learning a foreign language and culture. I've studied cultural competence and language diversity, and I've intentionally sought out encounters with individuals from diverse backgrounds. Because of these meetings, my capacity to comprehend and communicate with individuals from other cultural backgrounds has increased.

I am certain that my new skills will be beneficial when I apply my theoretical knowledge in the industry. Key skills I've learned are readily applicable to front-desk job, whether it's cheerfully greeting visitors, resolving guest issues, or using technology to speed up operations. Furthermore, I understand the need of flexibility in the hospitality sector, since each hotel may have its unique set of regulations and practises that must be understood. I am ready to learn and adapt quickly to new software and processes to make a meaningful contribution to the hotel's success.

In conclusion, I found my experience learning the core skills required to work at a hotel front desk to be both educational and exciting. Because of my study of relevant theory, engagement in relevant practical activities, and introspective thinking, I have a complete understanding of the talents necessary to thrive in this career. As I apply what I've learned, I'm certain that the level of service I give to customers, as well as the hotel's general reputation, will benefit from my abilities in communication, customer service, time management, technology, and cultural awareness. I am excited to start my career at the hotel front desk, which acts as the hotel's initial point of contact with its visitors.
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Component Two:
Contribution to Overall Module Assessment: 25%

	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?


	Keep a cheerful and pleasant countenance while dealing with guests.
	Maintain communication with service providers such as maintenance and cleaning.
	By adopting the appropriate business attire and studying the company's standard operating procedures, I will be better able to carry out my duties.
	Maintaining a smooth operation under all circumstances.

	Take the initiative and show empathy while addressing visitor complaints or issues; if necessary, involve management.
	Documenting each visitor's arrival, exit, and special requests.
	My dedication to providing excellent service is seen in my willingness to ask for help when I need it from more senior employees or managers.
	New facts and changed objectives need continuous reviews and updates to the contingency plan.

	Provide prompt, helpful responses to guest inquiries, issues, and complaints.
	Keep track of your outgoing and incoming communications and respond as needed.
	The hotel's services can only be coordinated efficiently if all departments cooperate with one another.
	Frequent training sessions and role-playing exercises are done to improve adaptation and preparation among personnel for a broad variety of scenarios.

	It's important to maintain a clean lobby as a first impression for guests.
	Prioritize tasks based on their importance and how soon you need them completed.
	The plan's main objective is to ensure that each visitor has a pleasant experience.
	Cross-training employees so that they can do numerous roles in case of an emergency.

	Provide comprehensive descriptions of the hotel's amenities, services, and nearby points of interest.
	Follow all relevant regulations and procedures while dealing with funds to ensure its correctness and safety.
	Coordination and problems may be solved quickly and easily with the help of effective communication and prioritization.
	Access to guidance and support from superiors is facilitated by maintaining contact details for those in authoritative positions.
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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:

	
Property Management Systems (PMS

	
The hospitality industry extensively depends on Property management Systems (PMS) to streamline and automate various hotel administration duties (Hayes and Ninemeier, 2019). These systems centrally handle reservations, guest data, room allocations, invoicing, and other critical hotel services. Simply put, a hotel's property management system (PMS) is the engine that keeps the whole business operating smoothly and effectively.

The reservation management skills of a PMS are critical to its functioning. It allows hotel personnel to make, alter, or cancel bookings, as well as check room availability and distribute rooms. A well-organized and up-to-date reservation system improves a hotel's check-in and check-out timings, as well as the number of unused rooms. A PMS may store and manage information on visitors such as their contact information, preferences, and any special requests. Because of this integrated information, hotel workers may better service visitors by anticipating their desires and needs. Using a PMS, personnel may attend to needs of visitors, from room requests to gastronomic preferences, improving their enjoyment and loyalty.

It is not unusual for hotel property management systems (PMS) to operate in collaboration with other technologies these days. These connections enable the unrestricted transmission of information between systems, the avoidance of duplicate tasks, and the dissemination of up-to-date information.

A PMS also makes cleaning and maintenance easier. All room statuses, cleaning appointments, and service requests may be easily monitored (Brotherton, 2013). By guaranteeing that rooms are always accessible for occupancy, this function improves operational efficiency and the overall visitor experience. A PMS also controls the funds, which is a critical element. It tracks service prices, generates invoices, and interfaces with other financial systems. A billing system removes the need for human interaction, simplifies revenue management, and delivers trustworthy financial data.


	
Hotel Reputation


	
A hotel's popularity and prosperity are entirely dependent on its reputation. It reflects the degree of service, guest satisfaction, and overall hotel experience that each hotel delivers (Ethridge and Handelman, 2013). A variety of aspects critical to the maintenance of a hotel's reputation must be always considered.

The reputation of a hotel is founded first and foremost on the level of service it gives to its visitors. A hotel staff should treat each guest as if they were family, giving them the time and care they deserve. Going above and above for visitors may help a hotel's reputation since it results in repeat business and positive word of mouth.

The remarks and ratings of a hotel's guests have a significant impact on its reputation. Internet platforms and social media, guests now have a powerful voice. A hotel's management should read and respond to guest feedback to resolve any complaints or difficulties that may develop (Sharpley and Telfer, 2022). Hotels may gain their guests' trust and demonstrate their commitment to their satisfaction by demonstrating that they respect their input and are willing to act on it.

Furthermore, the outside features of a hotel have a significant impact on its reputation. When a hotel's rooms, common areas, and amenities are immaculate, guests have a pleasant opinion of the establishment. A commitment to quality may also be shown in how often facilities are maintained and upgraded (Leslie, 2012).

Finally, a hotel's reputation is strongly tied to its status in the eyes of its neighbours and those who matter in its sector. Participation in corporate social responsibility initiatives, sponsorship of local businesses, and attendance at industry events and organisations may improve the hotel's reputation. Long-term connections with local tour operators, event organisers, and other similar service providers may also help generate positive word-of-mouth.


	
Communication

	
The capacity of a hotel to retain open channels of communication is critical to its success. Clear and consistent communication is required for an effective flow of information between departments, workers, and visitors. When considering communication in hotel management, there are a few critical elements to consider.

First and foremost, communication must be plain and transparent. Hotel employees must be able to communicate their messages clearly and accurately (Webster, 2014). To avoid misunderstanding and misinterpretation, be as straightforward as possible when communicating with employees, visitors, and the cleaning team.

Listening is another important aspect of good communication in the hotel sector. Before responding to visitors' inquiries, concerns, and ideas, employees should give them significant thought. Increased visitor satisfaction and loyalty may arise from empathetic, careful listening to their wants and concerns.

Timeliness also helps with communication inside the hotel's operations. The timely transmission of information is critical for limiting interruptions to both visitors and staff (Stipanuk, 2016). Timely communication is critical for efficient operations, whether it's relaying guest requests to the proper departments or informing staff of schedule or procedure changes.

Using the appropriate communication channels is also critical for efficient communication. Hotels often employ a variety of communication tools to keep customers and staff members informed. Streamlining communication and ensuring messages reach the intended recipients on time is dependent on understanding when to utilise which channel and doing it effectively.
 

	
Staffing


	
The appropriate individuals on staff are critical to the success of a hotel. Guest satisfaction, service quality, and overall efficiency are all affected by how successfully the hotel chooses, trains, and manages its staff (Sharpley and Telfer, 2022). When setting hotel staffing numbers, many essential considerations must be addressed.

Making sure the right individuals are hired for each post is strongly reliant on the recruitment and selection process. It is critical to provide accurate job descriptions that appeal to candidates who share the hotel's values and service culture. Effective recruitment strategies include advertising on relevant media, conducting in-depth interviews, and reviewing references to discover staff who are both competent and a good cultural fit for the hotel.

Training and development programmes are critical to ensuring that personnel succeed in their roles (Hayes and Ninemeier, 2019). Employees that have received enough training will be able to carry out their responsibilities, adhere to set procedures, and deliver exceptional customer service. staff and consumers alike benefit from continual training and development programmes that help staff stay current with industry trends and improve in their careers.

Employee scheduling is also an important aspect of hotel operations. Effective scheduling considers peak hours, special events, and seasonal demands to ensure that staffing levels are always adequate. Hotels may save money on labour and avoid staff tiredness by properly scheduling their personnel.

Efficient management and control are also vital for keeping personnel engaged and dedicated (Legrand, Sloan and Chen, 2013). Staff management is primarily reliant on strong leadership, open lines of communication, and a healthy work environment. Positive practises such as offering timely feedback on employee performance, recognising triumphs, and addressing employee complaints may boost staff morale and retention.
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