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The front office is that department of the hotel where customers first arrive and it is also known as the reception area (Tesone, 2012). For working at the hotel’s front desk various essential skills are required as it ensures the attainment of positive first impressions for the customers. 
Communication is one of the most common skills required by an individual to work within the front office department because it includes the responsibility of communicating and interacting with various guests and visitors (Coffelt et al., 2019). Front desk executives entail the responsibility to engage with the management, customer and different business client and including effective communication skills will ensure ideal knowledge transformation. Individuals working within the front office department entail the responsibility of duties assigned to different staff members. With the association of this skill, it will allow me to define the expectations and activities of specific tasks, which can ensure the effective progression of services. In Marriot, I used to communicate with clients politely and listen their all queries patiently to avoid any misunderstanding and customer dissatisfaction.
Financial literacy is another fundamental skill for working within the front desk department in the hospitality industry because it can help me to handle the finances of hotels. This skill can be defined as the ability of an individual to make an effective and informed decision with the association of effective financial knowledge and skill (Goyal and Kumar, 2021). Moreover, financial skill also incorporates the consideration of existing financial resources of the organisation within its decision-making. While working at Marriot, my role and responsibility as a front office executive include managing bookkeeping and budgeting of the hotel with the inclusion of the ongoing organisational record. Financial literacy can help me in conducting this task and various finance-based activities within the hotel, which makes it an important skill. 
Technological Skills are also contained of significant skills for working in the hotel’s front office department because executives entail the responsibility of using various techniques to manage the services and finances of the hotel (Indeed, 2022). It can be defined as the individual specialisation to perform various activities and tasks with the utilisation of tools and software. Moreover, diverse technical skills can help me to improve the overall performance, productivity and efficiency of the front office department throughout the hotel. I also entail the responsibility of managing and keeping track of financial data and oversee customer relationship management. With the inclusion of technological skills, I will be able to complete all these tasks effectively. Marriot, Regents Park London is a busy hotel and number of guest arrival is more. Therefore, use of technical skill allow to keep record easily and complete work quickly.
The key skills required for working at the front desk of the hotel include effective decision-making as this department deals with inventory management, room allocation and bookkeeping (Bardi, 2021). With the inclusion of this skill, I and another front desk executive can perform the daily tasks effectively and fulfil the specific needs and requirements of customers throughout the internal premise. This is contained in an essential skill for front office executives because it can consent them to ensure better utilisation of existing resources and prevent conflict within the hotel. Moreover, problem-solving is also encompassed as one of the most relevant skills for front-desk executives because it can consent them overcome distinct challenges. Both of these skills can help my execution of the front office duties such as task delegation, budgeting, scheduling different activities and bookkeeping. Moreover, the inclusion of problem-solving skills can support me to solve various problems and queries of guests within the internal premise. From my past experience, skill can help me in the establishment of an effective customer experience by mitigating the concern of customer waiting. 
Organising skill is also comprised in the key skill for working within the front office department because they can consent the individual to handle various tasks in a systematic manner. This skill is referred to as the ability of an individual to ensure the facilitation of task completion with higher efficiency within the working environment (Indeed, 2021). It will consent to the planning and prioritising of various tasks within the front office department and ensure effective attention and time allocation. Attainment of this skill can permit me to work within the front office and ensure effective task scheduling and budgeting. Attention to detail is also key skill as it can allow the front desk profession to conduct various tasks with effective precision. Overall, my experience at Marriot, Regents Park London has helped me to gain various skills and knowledge that will allow me to work at the front desk. 
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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?
	[bookmark: _Hlk126668734]How will operations run smoothly throughout your shift?

	[bookmark: _Hlk126669071]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?


	For the positive representation of the hotel to the customers, I will focus on keeping the front office and reception area tidy and clean. I will also keep track that all the necessary suppliers present within the front office. 
	Planning the staff members within the different shifts for the front office will be to ensure smooth operations progression and enhanced customer experience (Lukanova and Ilieva, 2019). Moreover, assigning different tasks to staff members entails expertise will be done by me. 
	My plan is most effective because I use organised and systematic progression, which mitigates the concern of confusion for employees within the working ecosystem.
	I will include departmental management initiatives within the contingency plan to provide quick support and assistance with any problem and hindrance in the front office department. 

	Ensure the effective greeting and welcoming of guests throughout the front office will consent well representation (Afrianto, and Gulö, 2019). Moreover, I will focus on ideal communication to provide the necessary detail and information to the guests. 
	Keeping track of customer needs, complaints and requirements and ensuring the fulfilment of these needs throughout the internal premise can consent to represent the hotel positively to the customers (Parikh and Dutt, 2022). 
	I entail effective consideration of customer and employee wellness, which will permit the increment of staff member accountability and responsibility.
	Coordination with other departments can also be included in the contingency plan as it will consent to fulfil the customer needs and requirements and mitigate the negative impact of any problem.

	Keeping the front office in order with effective task allocation can make the hotel representable to the guests (Bardi, 2021). Moreover, I will also focus on immediate complaint assistance for customers. 
	Moreover, providing effective break time for the staff member working within my shift will limit the concern of employee burnout and exhaustion due to continuous working. It will allow me to conduct the various operations smoothly and ensure a positive customer experience. 
	Proper planning of shifts and task allocation ensure the addressing of customer complaints effectively, which makes my plan the most effective. 
	Moreover, providing training and exercise for employees will ensure high service quality and management (Jawabreh et al., 2020).it will also support the implementation of contingency plans will be done by me to ensure quick resolution in upcoming scenarios. 
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
[bookmark: _Hlk126672262][bookmark: _Hlk126664883]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 role of the property management system within the hotel operations includes establishing coordination among the various functions such as sales, front office, planning guest management and reporting. A PMS can be defined as the operating system of the hotel that is used to manage logistics, accommodation and governance across the functioning environment (Bardi, 2021). It can consent hotels to manage their promotion activities, service rates and customers within a single platform. The key element that is required while considering PMS includes the supervision of front desk operations with effective room management throughout the internal premise. Apart from this, PMS also incorporate the consideration of managing customer reservation and other service providers within the hotels (Popovic et al., 2019). It also included the booking engine to streamline the direct distributions for the hotels. Before the selection of the management system, the evaluation of its functionality, reliability, security and usability for the hotel operations is evaluated. 
Moreover, key elements associated with the management system of properties include payment procession, activities booking and management and allocation of room inventory. Overall, it helps in elevating the guest experience and integrating the efficiency of the different functions throughout the internal environment (Hotel Minder, 2023). Moreover, effective data security and customer data and relationship management are also contained of key elements of PMS within hotel operations. All these key elements enhance the check-in and check-out process and improve the engagement and productivity of the hotel. It supports the management of customer data and the revenue stream of the hotel in one place. 

	[bookmark: _Hlk126672269]Element 2 – Hotel Reputation

	Various key elements are associated with the concept of hotel reputation because it helps in determining the perceived value of the hotel in the existing marketplace. Brand awareness, reviews and its marketing initiative are contained in the key consideration of these elements. Service quality is comprised of the key elements when considering the hotel’s reputation in the marketplace because it can influence the perceived value of guests (Wilson, 2020). Effective quality aspects within the hotel can enhance the guest experience extensively with the inclusion of significant customer retention. Hygiene and cleanliness are contained in the major consideration for this element because they can influence the internal environment of the hotel. 
Another key element that needs to be considered for the hotel’s reputation contains resource and inventory management because it will ensure the immediate assistance and need fulfilment of customers. This will permit for elevating the brand image with the inclusion of proactive customer service throughout the internal premise. Moreover, a key consideration of this element will include customer service because it can elevate the brand’s reputation and image. The fundamental role of customer service is to effectively address the query and concerns of customers in the existing environment (Main and Organ, 2022). It will allow the hotel to assist the guest with pre and post-journey and answer all their questions. Harnessing positive customer reviews is also comprised in a key consideration for enhancing the hotel’s reputation, as it can act as a testimonial that will demonstrate the service and operations of the organisation. 

	Element 3 - Communication 

	The role of communication within the hotel operation encompasses the elevation of guest experience and integration of value perception for the customer by providing them with the feeling of being heard. The key consideration for this element within the hotel operation includes that it can ensure clear conveying of organizational messages within the internal and external environment. Developing a transparent working environment with open culture can also be comprised of the key element while considering the communication element within the business (Mikkola, 2019). It will ensure the development of a proactive and secure working environment for the employee, which can elevate communication and employee engagement. Attentive communication with the hospitality operation can embrace the welcoming environment of the hotel and ensure the establishment of a comfortable space for guests. Focusing on employee training and development can be contained in the key element for improving the communication approach throughout the hotel operation. 
Moreover, it can also ensure the creation of helpful and friendly nature of staff members and enhance the overall service quality and efficiency with proactive collaboration. Establishing clear and concise expectations and goals within the internal environment can allow the hotel to elevate its communication approach. Moreover, leveraging various advanced technology and automation system can integrate organisational communication. The utilisation of communication technology can permit hotels to integrate the customer experience and ensure the commercialisation of relevant information and data in the operating market (Puspitawati et al., 2021). Embracing the feedback culture can also be encompassed in the ways to improve communication across the hotel operations.

	Element 4 - Staffing 

	Staffing within the hotel operation is referred to the continuous process of screening and selecting employees to streamline operations, functions and working relationships. The central role of staffing within the hospitality sector is to progress distinct services and fulfil the job roles with the attainment of suitable candidates within the internal environment (Nikolskaya et al., 2022). Key elements for improving the staffing element of hotels include the identification of company needs and job vacancies within the progressing environment. Evaluation of the skills, knowledge, working competency and ability of the individual for the selected job role is also entailed in the key consideration of this element. It holds higher significance for hotels as it can strengthen the current workforce and ensure the establishment of a proactive internal environment across the official premise. 
Employee retention is comprised of the fundamental challenge of staffing in hotels (Ghani et al., 2022). The role and responsibility of staffing within the hotels are to enhance the overall performance, productivity and efficiency with the association of extensive human resources. Staffing is comprised of the key elements for business as it helps in acquiring the right people for the specific job role, which will support the advancement of the internal working environment (Indeed, 2023). Qualification and working experience contained in the key element for the staffing element within the hotel industry as it can integrate the overall hotel performance. 
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