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Introduction
The essay will explicate the significant impact and functionality that front desk management and assistants hold within the hospitality industry. Primarily the write-up will scrutinise the essential competencies and skills required and expected from the staff of the respective unit. Subsequently, the portion will be followed by a section that will highlight my initial experience at Premier Inn Lancaster, as a front desk associate and how I handled distinct job tasks. However, the discourse will elaborate on the front desk management system as a crucial department in the hotel industry and evaluate my competency as well as proficiency for the post.
Discussion
The pivotal role played by the front desk management of a hotel can significantly influence guest satisfaction. The fundamental work responsibility of a front desk attendant of a hotel demands a specific set of skills which enable the staff to deliver remarkable customer service. Furthermore, the person must exhibit proficient abilities to manoeuvre organisational operations to enhance customer engagement and handle challenging circumstances (hotelowner, 2023). Moreover, adeptly overseeing the functions and quick decision-making skill to overcome difficult situations is what is needed to be a front desk executive. I have been a student of Hospitality and Tourism Management and recently concluded an internship at Premier Inn Lancaster as a front desk associate (premierinn, 2023). While working there, I encountered many challenges which further led me to address my strengths and weaknesses. However, I have realised that possessing exemplary communication skills is extremely vital for a front desk professional. This department is entailed to increase customer engagement with the visitors which heightened my awareness regarding the significance of effective interpersonal communication. Regardless of whether the means of it is verbal or written, a front desk staff has to be skilled and flexible in both. While interacting with the guests, I have comprehended the requirements of maintaining open communication and identified the factors that can create transmission gaps. However, I have successfully imparted them with precise and beneficial information and attempted my best to resolve their queries and problems. Being multilingual is also important but I lacked sufficient knowledge as I only know the basic three languages. Premier Inn Lancaster, being a popular hotel, receives guests from many international countries for which the hotel necessitates staff with this specific skill set. Apart from that, front desk management needs to maintain interdepartmental coordination with diverse members to make the work progress effective and seamless. However, with this comes the importance of cultivating proper listening skills that has a critical function to foster an amicable and receptive interaction. This has not enabled me to comprehensively understand guests’ problems but also made me convey messages in a more empathetic manner towards their concerns. Along with that, the staff must provide sufficient aid to other departments with sincerity. Additionally, during my course, I have acquired knowledge regarding the significant attribute of time and task managing skills. However, the acquisition of this quality assisted me to get along with the essential components to manage all types of customer service (restaurantonline, 2023). Physical agility and dedication are also important as I have personally attended to guests as no visitor should go unattended according to the motto of hospitality. I have identified that I have to be more fit to fit into the job and carry out operational tasks. Moreover, it has come to my attention that resolving the issues more professionally is of utmost importance which can bring more customer engagement and comfort. Alongside this, technologically well-equipped and knowledgeable employees who can manage software, reservation or cancellation, online booking and other digital tools. During my internship, I have optimised booking management, oversaw payment processing and retrieved confidential data, and delivered reports to the accounting department. Along with this, I have learned the utilisation of spreadsheets to track records of personal information of customers including their arrival and departing time. As a front desk associate, the most fundamental aptitude that one has to possess is the ability to multitask as the job role is full of unpredictability. Despite the challenges at hand, I had to demonstrate prompt and proficient problem-solving skills to contribute efficiency to the workflow. As an intern, I had to keep reporting to the other units the whereabouts of the gusts to provide the best customer service (Solomon, 2018). 
Conclusion
The front desk office operates at the entrance of the hotel, the staff has to be always prepared to receive and welcome the guests wholeheartedly. Due to their position and job role demand, they operate as the principal interface for the visitors throughout their staying in the hotel. However, the aforementioned discussion has presented the requisite skill sets that a front desk associate must cultivate. My experience as an intern at Premier Inn Lancaster has also been evaluated to gain a broader perspective regarding the job role. 
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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 quick resolution of this scenario in the future?


	 As a front desk associate, I will first prepare myself to assume the role and boost my confidence to carry out managerial tasks. Next, I will get ready with the proper official outfit and will make sure that I maintain a professional and refined outlook. This will impart a positive impression which will cater to ultimate customer satisfaction. 
 
	I will adopt a guest-centric approach to induce a comfortable environment so the visitors feel at home. This will ease them to share their problems and minute inconvenience with me which will further enable me to necessitate proper solutions. 
	I have been a student of Hospitality and Tourism Management where I have been taught about mannerism and their cruciality. Moreover, I have participated in many assessments where I have received positive feedback for implementing my strategies. 
	I will suggest implementing proper technological tools so the lengthy procedures can be done promptly and multitasking gets easier to handle. Along with this, I will recommend digitalising the office so the organisational tasks are done with no delay. 

	 However, I will reach the hotel early in order to attain deeper extensive lectures, its infrastructure and its policies. Moreover, I will also introduce myself to other depants to maintain open communication and to make myself informed regarding the progression of the tasks. Afterwards, I will make myself familiar with the different departmental managing offices so I can easily connect to them when necessary. 
	 After attending extensive lectures, I have come to realise that maintaining communication is of utmost importance (hospitalitynet, 2023). Thus, I will make sure that no communication gap or any additional hazard is created on my part. Moreover, I will also make sure that I keep everyone informed and provide them with every intricate information so that staff can navigate their tasks effectively. 
	 During pursuing my degree in college, I have been part of many group projects and assignments. While working even remotely during vacation, I confronted many challenges. However, I along with my peer, came up with many strategies to overcome the issues and the methods worked successfully. Hence, I will be quite confident that my implementation and plan will also assist me to handle the situation. 
	However, to ensure a seamless manoeuvre of the operations in the absence of a front desk manager, I will first conduct an interdepartmental meeting. I will promote the significance of open discussion where everyone’s opinion will be heard and considered. Subsequently, everyone will be able to communicate with each other without any hesitation with more proficiency (Hammer, 2016). 

	
Alongside this, I will always place myself at the front desk and will welcome the guests wholeheartedly with greetings. However, in hospitality and tourism businesses, staff manners are highly important to maintain and it has to be approachable. I will maintain proper body language and cautiously use words to address the guests and assure them I to be at their service all the time. Moreover, I will also maintain my tone and demonstrate dedication towards my job till my shift ends. 


	I will definitely make myself available to attend phone calls or, will make sure that the front desk never remains empty to ensure somebody is there to receive calls and queries. Moreover, I will check emails and messages to keep me updated so no update gets missed out and will ensure that everyone is informed too (Wood, 2013). 
	While participating in formative assessment, we have been introduced to the unpredictability and uncertainty of the industry. Thus, cultivating quick-problem solving skills is of utmost importance in order to maintain workforce progress. I have read books and many journals on how to tackle such difficult situations which are proved to be effective. However, I will be ready to face failure but I am quite confident that I will be able to implement my knowledge to navigate the operations.
	I will try to promote the impotence of teamworking and collaboration by highlighting its beneficial factors. Inducing the spirit of working together maintaining clear communication to enhance productivity of the workforce. This is imperative that they first realise the importance of peer-to-peer support and collaboration as per the demand of the hospitality industry. Additionally, I will also suggest to leverage training sessions and workshops from time to time to induce in them the proper knowledge regarding their job roles as well as others. The interdependency among the departments is equally necessary to maintain or else many hazards will occur delaying the work progress.



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
A hotel property management system was described as a system that allows a hotel or group of hotels to control front office potentiality, like hotel booking reservations, check-in and check-out of guests, room allotment etc. This is a very important role for the front desk in hotel operations to maintain the basic criteria of the property management system. The following essay will detail on the key elements that are crucial while commencing hotel operations.
Discussion
The hotel PMS innovation has been developed and offers greater integration services which are extended even beyond the front desk. Presently, hotel PMS is a censorious business operations system which is activating hotelman so that they can provide a flawless and contactless guest experience (Vallen et al., 2014). Hotel property management systems have done so much hard work to become one of the most necessary technology tools which provides accommodation today. In simple word, it seems that a good PMS is always the main element of the hotel. Property management systems make it very easy to organise the responsibility of the front office, manage guests, sales, plan and report. It authorises landlords to control front desk functioning, prices and promotions and the data of customer loyalty, combining all hotel property status in one place (Vallen et al., 2012). The most crucial and interesting side of a PMS is that it supports hotels to securely manage customer reservation without any disruption. A perfect PMS should permit a hotel to consolidate all the booking of guests also which is assigned from third party channels so that it will be very easy to access updated inventory information for hotel staff. Front desk operators can check and update the status of room reservation, secure guest check-ins and proceed for the payment (Bardi, 2010).
Hotel reputation for the front desk of a hotel is a management skill and it is all about observing and impacting how the hotel is viewed online. It depends on keeping information about review sites, posting and involving in social sites, enhancing the website for search and more. In an easy way, the online reputation is very important for the entire business. It can show an expressive difference if the hotel can keep the online reputation on top of it (Tesone, 2015).
Hotel reputation is very important in the hotel operations as it is a key to increase your income by gaining the trust of probable customers and building association with past customers. A hotel’s front office is very much responsible for guest satisfaction. As we all know, the front desk team does the most interaction with guests throughout the day. Guests can decide to come back and stay in the hotel again by only judging the behaviour and positive impression of the front office staff. In simple words, a hotel’s reputation and success is mostly dependent on the front office a. A positive image of your hotel’s brand is mainly influencing sales and maximising revenue. Additionally, there is a direct relationship between the success of your hotel and its reputation. According to a survey that researched the consequences of a hotel’s ratings and on online transactions, a one-point increase in review score is equal to a 9% increase in ADR (Lacalle, 2021 ).
Healthy communication of the front office desk is very important in the hotel industry. It builds mutual understanding and cooperative mentality between hotel staff and guests as well as between staff and management. Good communication is very crucial so that all can understand the particulars more clearly and easily someone is trying to say. Similarly, unclear conversation can accelerate misunderstanding, anger, hassle, irritation. The intercommunication of the front office with other departments can ensure a guest’s stay at a hotel. (Johnston et al., 2012) The ability to communicate properly with guests and management is one of the best qualities in the hotel operation. The front office team should maintain the most important skill of communication and this skill should be implemented in the hotel industry. Communication skills of the staff is very important in any situation even when they are not attending any guests. Many hotels train their staff on the proper way to communicate with the guests (Fallon et al., 2010). The consequence of good conveying power can be easily observed by building strong relationships with guests and staff. Communicating with others in an effective way plays a crucial role to show how that person can convey the particular information to others. The first impression is very essential so it should be kept in mind to maintain that for a long time and in this case communication helps. An excellent communicating potential inspires to gain positive behaviour which can create positive thought towards the life and workplace as well (Corgel et al., 2011).
The primary responsibility of hotel operations is to satisfy their customers in various ways. The staff in the hotel industry should always treat their guests well in order to satisfy them. Staffing is a crucial part of the hotel industry because this cannot be continued smoothly without staff. They work on the basic programme but play an important role for the hospitality field. The staff in the front office plans to ensure the guest experience so that the hotel can effectively showcase their best offerings. The front office staff get precious feedback for the task as they communicate with the guests throughout their stay (Tewan, 2009). They suggest to the guest some attractive places to visit and many more things which are significant in the local area. The knowledge and experience of the front desk staff can enhance the guest experience in a better way. When guests face any issue during their stay, the front office desk is the first contact point for the guest and they make sure to resolve the issue. If guests request for any particular thing the front desk staff should try to attend them. When it comes to conveying any information to management, the front office staff is the first line to communicate with them. In other words, there is no doubt that hotel staff is the backbone of the hotel industry (Hammer, 2016).
Conclusion
This essay has detailed on various activities that are important to commence operations within a hotel. Thus, the above context has concluded that it is the basic responsibility of every single hotel staff to welcome all the guests, make them feel honoured and ensure their safety. Furthermore, they must have customer coordination and customer service ability to work in this sector.
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