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The receptionist or front desk staff at Hotel have been responsible for interacting with guests on arrival during their stay and at their departure time. According to Shin et al. (2019), a hotel front desk employee has been helping the hotels in creating a good first impression on the customers and helping in increasing customer satisfaction on behalf of the hotel. Hence it can be stated that maintaining a positive reputation among the customers of the hotels can be significantly influenced by the hotel front desk staff. As per the perspective of Yacoub et al. (2021), hotel front desk staff need to acquire strong communication skills as the skill has been helping the staff in communicating with the customers personally or over the phone efficiently. The hotel receptionist needs to maintain a positive tone while speaking to the customers as it can help them in developing a comfortable environment where the customers can communicate with the staff freely. Even in my opinion communication can be regarded as an important skill for becoming an efficient front desk staff in the hotels as I have used effective communication skills for solving problems booking rooms discussing Hotel prices, providing detailed introductions and giving directions about what the customers expect during their stays. It has also helped me in communicating with other employees and solving the issues of customers as soon as possible. Goh and Baum (2021), have also stated that hotel receptionists need to have technical skills and the ability in working on computers. Such as in my hotel computer has been utilised for checking in and checking out operations and other processing systems and software packages that have been helping the hotels in managing transactions with the customers efficiently. Even the authors have stated that with strong Technology skills, the staff has the ability in recording customer data and information in the system accurately. Employees working at the front desk also need to acquire an organisational skill as it can be regarded as a significant skill that helps at their workplace in carrying out different tasks for their respective roles. Strong organisation skills have been helping the hotel receptionist in balancing positive customer interaction while completing their other tasks. At first, due to a lack of organisational skills, I have been struggling in managing several tasks at a time such as answering phone greetings and working with customers and solving any problems from the guests at the same time. But later the manager helped me in organising my task and helped me in learning organisation and skills. This skill has helped me within my workplace at managing various tasks at the same time such as greeting customers, responding to managers, answering on the phone, working on the computer and solving the problems of customers. The front desk employee needs to acquire strong problem-solving abilities as they have been encountering several issues experienced by the customers and they are responsible for mitigating these issues and providing a positive experience to the customers. Efficient problem-solving skills can help the front desk employees in acknowledging the issues and providing a response plan along with Strategies for implementing the plan with a reasonable solution. Utilising my problem-solving skills, I have been able to solve customer problems such as damaged key cards, food allergies, lack of internet connection, incorrect room charges and unexpected emergencies. According to Ekhsan et al. (2022), front desk staff need to emphasise their teamwork abilities as it has been helping the receptionist collaborate with their managers and colleagues. Collaboration skills can help the receptionist in developing a positive workplace and they can effectively communicate and collaborate with other hotel staff for creating a positive experience for the guest and building a positive reputation for the hotel. My teamwork skills have helped me in discussing customer issues with my superiors and managers, planning the next meeting and exploring waste for improving my own performance and applying feedback to my roles and responsibilities for achieving the monthly goals of the hotel, Premier Inn. The most important skill that needs to be acquired by the front staff while walking within hotels has been identified by the patients as handling problems and dealing with customers require a lot of patience especially while encountering challenging customers and within high-pressure situations. Being patient with customers can significantly help in developing a comfortable environment within the hotel. Especially my patience abilities have helped me a lot while dealing with the customers at Premier Inn effectively and I even got appreciated by my manager and superiors for my high patience. As per the perspective of Ampofo et al. (2022), another measured skill that needs to be acquired by not only the front desk employee but all hotel staff has been identified as adaptability. Front desk employees need to acquire high management and adaptability skills. With adaptability abilities, the front employees can develop a positive advancement within their characteristics and adjust to any working environment. My adaptability abilities significantly help me in working within different departments and playing different roles and responsibilities during my internship at Premier Inn.
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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?


	When the manager would be sick,  as a front desk employee,  I will need to ensure all tasks to be accomplished. I will need to discuss  with the team, I will need to divide and to find the best solutions to accomplish all the tasks.
I would be focusing on impressing the hotel guest and earning more business. As per which I would impress the hotel gas before their arrival by knowing the guest suggest for first of the visit is the guest has been planning a leisure or business and create an exemplary
experience.  After knowing the purpose of the visit I would offer sightseeing vouchers to the guest. I would develop a report with the customers and ensure they have been appointed with all the information for ensuring a smooth journey to the hotel that would minimise the chess level of the guest. 
	To ensure that I have been managing my shifts efficiently at first, I would identify all the work requirements and determine tools for creating and managing shifts. I would utilise tools such as shift management software, and safe planning tool for creating shift templates and adapting them on a daily basis. After that, I would develop schedules in advance to avoid any shift-related issues. I would communicate properly with other employees and staff in the hotel. I would also track the time of other employees and analyse the reports for managing the shifts efficiently.
For further supervision or occurring any issues that would not be addressed following these strategies. I would take helpof the available superiors.
	My planning would be effective as I would be conscious about the planning especially, I would set objectives, I would discuss  with the teams and review various goals along with reading them as per requirement for effective implementation of the plans. Through these strategies, I would also ensure that the difficulties and hurdles of effective planning would be removed. I would also regularly report the progress of the plans to the subordinate to make them aware and feel involved with the process. In such a way I would get willing cooperation from all the employees and ensure that my plans have been executed successfully.
	I would discuss and consult with the team and I would develop a technology contingency plan following which I would ensure the security and safety of the information system of the hotel. The technology contingency plan would ensure that if a power surge damages the server or the hackers attend infiltrating the net worth. I would be able to respond in an emergency. The contingency plan would involve notifying and getting data adequately securing the information and names of stakeholders for contacting and discussing the impact of the database and planning to protect the investment. Along with it, I would also develop a timeline for documenting what has been addressed in context to the database and activities that need to be done for preventing data breaches in future.
I would delegate the tasks and I would find with the team the best solutions to accomplished that day with less staff.



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)

	Property management systems have been identified as the software that has been facilitating the administrative task and reservation management of hotels. The system has been regarded to be essential for the hotels in managing channel management reservations from disc operations. Occupancy and rate management Housekeeping and payment processing. According to Popovic et al. (2019), although property management systems software has been commonly used by the hotels for controlling reservations and financial transactions, it has also been helping hotels in managing housekeeping and performing human resource management. In general, the system has been facilitating many processes in the hotels associated with external and internal operations. In the recent context, Hotel property management systems have been widely utilised by small hotels, big hotels change and other organisations in the hospital industry. With the help of these systems, hotels have been booking the status of rooms as well as controlling reservations. However, it has also been represented by Lam and Law (2019), the functionality of these systems has not only been restricted to controlling the reservation and booking status of rooms but the hotel years have been utilising the systems for managing back office processes and tracking room. Occupancy rates and managing food and beverage services. According to data, nearly 81.7% of hotels have been utilising at least one type of Technology that was mainly incorporated during the pandemic and among these nearly 35% of the hotels have incorporated Property Management System within their organisations. The company Premier Inn has also been observed to be utilising a Property Management System. According to Shin et al. (2019), dividing the functions of the property management system into less and more important tasks can be difficult as all the tasks within the hotels have been regarded as necessary. Regardless of the property type, the systems need to have a front desk operations module and reservation system with a website booking engine. The other essential modules that need to be incorporated within the property management system can be regarded as revenue management channel management, customer data management housekeeping report and nalytics. Big hotel chains such as Premier Inn have been incorporating back office modules and point-of-sales modules as well into their systems. 

	Element 2 – Hotel reputation

	Due to technological development, the internet becomes a significant aspect of the current world and it has also has been acting as an international Marketplace and community for hotels where information about hotels can be written not only by the hotels but also why the clients. According to recent research developed by Corgel et al. (2011), 96% of the clients have been choosing their hotels on the basis of online reviews and nearly 53% of clients have been deliberately avoiding hotels which do not cause any clan reviews or feedback on online platforms. Hotel reputation management has been regarded as influencing and monitoring the hotel's perception of online platforms( Bardi,2010). It has been involved with keeping a check of review sites, optimising sites for search posting and engaging content on social media platforms and many others. Online reputation has been regarded as an important aspect for the hotels as well as for the overall business and it can significantly help the hotels in gaining competitive advantage. According to the data published by Hammer (2016), 1 increase in the global review index which has been regarded as a review parameter for hotels has been causing an increase in reservations by 5%. Therefore hotel chains need to consider the aspects of Hotel reputation. The reputation of a hotel has been composed of several key elements such as marketing, guest’s  rooms, personnel and location.

	Element 3 - Communication 

	The term communication has been defined as the process of sharing and understanding meanings. The main concept of communication has been built upon developing a relationship with others that has been associated with interaction between participants. In the hotel industry communication has been regarded as a major aspect as without communicating with the clients or customers properly they would not be able in providing them satisfactory services upon which the organisations would also not be efficient enough in managing their internal operations to provide satisfactory services. Solomon (2018), has stated that for understanding the process of communication in a better manner first, the series of essential components of communication need to be understood. The major components of communication have been identified as source channel message feedback receiver context environment and interference. First, for communication, the source of the communication needs to be addressed and sources of communication have been identified as speeches, images, videos, letters and other formats. Messages have been regarded as a major component of communication as it has been regarded as the stimulus or meaning that has been produced by the sources for the audience or receiver (Tesone, 2015). The channel has also been regarded as a major factor for communication as it has been regarded as the wave through which the messages have been travelling between the receiver and the source. The receiver has been regarded as the person who has been receiving the message from the sources and interpreting and analysing the message in ways both unintended and intended by the source. The feedback has been composed of messages that have been sent back by the receiver to the source (Johnston et al. 2012). The environment has been identified as the atmosphere psychological and physical where the sources have been sending messages and receivers have been obtaining those.

	Element 4 - Staffing 

	Regardless of the size and type of the hotel it has been regarded as a people business and this business is not only emphasising in serving people but it also requires the service of people. Automation can help in some aspects of the hotel industry but only human beings have the ability to form the bulk services desired by the guests in the hospitality industry. According to Pearson et al. (2012), staffing has been identified as the process of employees acquiring and retaining what force of sufficient quality and quantity for creating a positive impact on the effectiveness of the organisation. The major components of staffing have been identified as prospect recruitment selection and employment. Prospect has been defined as joint interaction between the organisation and the applicant whereas recruitment has been regarded as the phase of identifying and attracting applicants (Fallon and Rutherford, 2010). The selection phase has been identified as the evaluation and assessment stage of the applicants and during the employment phase the Final Decision has been made by the government and other prospects such as salary and working hours and other terms and conditions have been set by both parties. For staffing organisations need to follow human resource management models and develop a Human Resource Department to ensure high staffing quality (Wood, 2013).
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