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	A hotel's front desk is mainly considered the central point of interaction for guests when they visit a hotel. In addition, it is generally located in the hotel lobby section and is well-staffed by various front desk agents. All these agents are commonly known as "receptionists or guest service agents" (Corgel et al., 2011). In this regard, the front desk is responsible for performing a variety of tasks which mainly includes checking the guests in and out, effectively handling room reservations, and appropriately answering all the questions regarding the hotel facilities and services (hospitalitynet.org, 2023). Apart from that, it also involves providing recommendations for other local restaurants, attractions, and activities in nearby areas. 
The front desk facility is essential in all the hospitality sectors, especially in hotels, because it is often the first point of contact a guest can be able to make with a hotel. Furthermore, it is the job of the front desk agents in order to effectively create a positive first impression and also make sure that visitors are able to feel comfortable and enjoy the hospitality services (Hammer, 2016). This is mainly because if a guest has a positive experience at the front desk, then they are more likely to have an overall better experience at the hotel and create a high chance to return in the future. On the other hand, if a customer has a negative experience at the front desk, then it may negatively impact their overall perception of the hotel and which leads to negative reviews and lower loyalty among customers (Tesone, 2015). In this case, a well-managed front desk is necessary for the overall success of a hotel.
 Working at a front hotel desk requires a combination of technical and various soft skills that mainly support controlling the management of the hotel in the first place (Mankame, 2021). In this regard, the skills that are primarily required while performing the job of front desk include practical communication skills, customer service and assistance, crucial technical skills, problem-solving skills, performing multitasking and many more. In addition, a front desk agent needs to have excellent communication skills in order to interact with guests efficiently. In addition, they need to listen actively, speak clearly, and write professionally. However, the ability to communicate in different languages also creates a significant advantage for hotels that attract international guests.
In my experience working at the front desk, I learned the importance of active listening and ensuring I understood what the guest was saying before responding. Clear communication helped me resolve issues faster and made the guests feel heard and valued. A hotel front desk agent who speaks multiple languages is valuable for a hotel located in a diverse city like New York or London. As a staff member, there are several things I did to ensure that the hotel is represented well to guests by providing excellent customer service. I also made sure that the hotel lobby, and guest rooms, are clean and well-organised. This made guests feel more comfortable at home (Bharwani and Jauhari, 2017). Communicate effectively with guests when providing information to guests, and make sure that I listen carefully to them about their needs and concerns. I make myself more knowledgeable regarding the products and services that hotels provide to them and answer guests' questions and provide recommendations.
Front desk agent needs to have practical customer service skills that generally support them in handling guests. Reasonably representing the hotel while interacting with guests cannot be overlooked. In this regard, the agent needs to be friendly, empathetic, and patient, even in various challenging situations (Soelton, 2018). In my role as a front desk agent, I worked with a guest who was upset because their room was not ready at the time of check-in. I showed empathy and offered them a complimentary drink at the hotel bar while they waited. The guest appreciated the gesture and left a positive review. A hotel front desk agent with vast experience in the hospitality industry and who has worked in high-end hotels is valuable in the various luxury hotels where the expectations of visitors are very high (Astuti et al., 2018).
Technical Skills are essential for a front desk agent because it mainly requires working effectively with computer systems and other technology. In addition to this, agents need to be proficient in the hotel's reservation system, billing, and accounting-related procedures (Bharwani and Jauhari, 2017). By getting all the technical skills, I am able to provide adequate assistance to the customers and also provide them with the necessary information regarding the hotel. Considering industry examples, a front desk agent with experience in a busy hotel or a hotel located in a popular tourist destination may effectively handle high-pressure circumstances.
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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, there are several things I would do to ensure that the hotel is represented well to guests by providing excellent customer service. This is mainly done by giving a warm welcome when guests arrive at the hotel, and I would greet them with a smile. This will help them feel valued and appreciated from the start of their stay.

	The front desk manager needs to review the schedule and ensure all necessary staff members are present and accounted for (Friberg and Midtbøen, 2018). 
I always make sure that all the members understand the hotel's standard operating procedures, as well as specific guidelines for working roles, carefully. If there are any gaps in coverage, I will take steps to fill them as quickly as possible.
	 I believe my plan would be the most effective because it takes into account several key factors that are important for ensuring that the hotel runs smoothly and guests have a positive experience. In this case, prioritisation plays a very crucial part because prioritising tasks is based on urgency and necessity. I need to ensure that critical tasks are addressed promptly and efficiently. 
	 If any scenario occurs that disrupts hotel operations, I am willing to ensure that to implement a contingency plan in place in order to make a quick resolution and minimise the impact on guests. In order to make any quick resolution to any scenario, it is vital to determine the cause in the first place in order to reduce the impact on guest satisfaction and operational activities (Nunkoo et al., 2020). The scenario may include issues with the room reservations, failure of equipment, unexpected absence of staff and issues related to the guests.

	Providing accurate information to the guests is very necessary in order to win loyalty among them (Stergiou and Farmaki, 2021). In this case, I need to make sure to provide guests with accurate information about the hotel, its amenities, and its services. This may include information about check-in and check-out times, room features, dining options, and more. 
I also make sure that the hotel lobby, and guest rooms, are clean and well-organised. This will make guests feel more comfortable at home (Bharwani and Jauhari, 2017).

	 Making the prioritisation of tasks that need to be completed based on urgency. Throughout my shift, I will likely prioritise tasks based on their urgency and importance. For example, checking in guests would take priority over answering the phone, while responding to an urgent guest request would take priority over non-urgent tasks like sorting mail.
	 My plan emphasises the importance of clear and effective communication among staff members. This is mainly because by staying in communication with other staff members throughout the shift, the front desk associate is able to ensure that everyone is on the same page and working together to address any issues that arise (Shum et al., 2018).
	 After identification, establish a team responsible for responding to the scenario. Developing a response plan needs to include the steps to overcome or resolve the issues quickly and effectively.

	 Communicate effectively with guests when providing information to guests, and make sure that I listen carefully to them about their needs and concerns. Besides that, if guests have questions or concerns, I always try to be responsive and helpful in addressing their needs. This mainly involves helping them with their luggage, providing directions to local attractions, or making arrangements for transportation (Su and Swanson, 2019).


	 All the staff members need to communicate effectively and regularly in order to make sure that all the operations are carefully achieved (Olimovich et al., 2020). In this regard, I need to communicate effectively with other staff members throughout my shift. This may involve providing updates on guest requests, alerting housekeeping to room cleaning needs, or collaborating with other staff.
	Communicating effectively with all staff members to ensure that tasks are completed efficiently, potential issues are addressed quickly, and guests receive the highest level of service (Bello and Bello, 2017). By communicating effectively with other staff members, I can make sure that everyone is aware of any issues or concerns that arise during my shift. This approach helps to prevent miscommunications or misunderstandings that could lead to delays, errors, or dissatisfied guests (Giousmpasoglou et al., 2021).
	 Creating an action plan really helps to overcome challenges and to resolve issues quickly and effectively (Astuti et al., 2018). This response or action plan generally contains specific instructions on how to address the issue, who to contact for support, and any other relevant information (Olimovich et al., 2020). After the development of the contingency plan, I make sure all staff members are able to get training on the plans and provide them with the resources they need to implement them effectively. This training would include role-playing exercises and other hands-on activities to ensure that staff members are confident in their ability to respond to any scenario.

	 I make myself more knowledgeable regarding the products and services that hotels provide to them and answer guests' questions and provide recommendations. A front desk manager always needs to make their appearance clean and tidy in order to perfectly represent the hotel (Olimovich et al., 2020). In this regard, I make sure that I am dressed appropriately and maintain a professional appearance at all times. This will help guests feel confident that they are in a reputable and well-run establishment hotel.


	 Try always to be aware of needs and take action way before. For example, notice that a guest's room needs extra towels, and deliver them before the guest has to ask. Front desk job requires proactive capabilities, which mainly involve identifying areas where additional staff support is needed and proactively addressing guest complaints (Masa'deh et al., 2019).
	 My plan encourages staff members to be proactive rather than reactive. In case, effectively anticipating the potential issues and taking steps to address them before they become problems, the front desk manager verifies that guests have a positive experience and that operations run flexibly (Stergiou and Farmaki, 2021).
	Continuously test the contingency plan periodically to ensure that it works as intended. In order to verify that response plans are effective, I periodically test them through simulations or other means. These tests would help identify areas where the response plan needs to be updated or improved and ensure that staff members are familiar with the plan (Nunkoo et al., 2020).

	
 Representing the hotel in a reasonable manner while interacting with guests. In case guests make requests, I follow up promptly to ensure that their needs are met. This generally involves arranging housekeeping services, providing extra amenities and many more.

	 Keep the working area clean and organised, and make sure all tools and equipment are easily accessible to guests and staff members (Tesone, 2015). Organising the workspace generally includes keeping the front desk area clean and clutter-free, filing paperwork appropriately, and keeping track of tasks (Hewagama et al., 2019). 
	  My plan considers the importance of prioritising tasks based on importance and urgency. In this regard, by prioritising tasks, staying organised, communicating effectively, and being proactive, I can determine that the customer gets a positive experience by smoothly running all the tasks.
	  Communicate it to all staff members so that everyone is aware of their roles and responsibilities. In addition, it is essential to monitor and improve the contingency plan as needed continuously. This would involve regularly reviewing the plan and making updates based on feedback from staff members and guest satisfaction.


	
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 (PMS)” are essential tools that are mainly utilised for effectively managing hotel operations. A Property Management System (PMS) is a software system designed to help hotels and other hospitality businesses manage their daily operations. The system enables hotel managers to track and manage guest bookings, room inventory, rates, housekeeping schedules, and other critical hotel functions. In essence, a PMS serves as the central hub of a hotel's operations, helping to streamline and automate various processes, including front desk operations, sales and marketing, accounting, and revenue management. In addition, these specific elements are well designed in order to provide support to hotel managers to streamline their daily tasks, increase hotel revenue, and also enhance guest satisfaction (Hammer, 2016). However, the key elements that are required when making use of the “Property Management Systems (PMS)” element of hotel operations mainly include reservation management, management from the front desk, billing and invoicing, housekeeping management, reporting and analytics, and integration with various other systems (Moyeenudin et al., 2018). PMS allows hotel staff to manage reservations and bookings in real-time, making it easy to track availability, room rates, and guest preferences. This feature also allows hotel staff to make changes to reservations, including room upgrades and cancellations. It also automates the check-in and check-out process, enabling hotel staff to quickly and efficiently manage guest arrivals and departures. This feature also allows staff to assign room keys and process payments.

	Element 2 – Hotel reputation

	Hotel reputation is among the most critical element of hotel management operations. This is mainly because it plays a significant role in effectively attracting as well as retaining customers (Wood, 2013). Furthermore, a hotel's reputation is mainly based on the combination of various factors, which include guest satisfaction, service quality, cleanliness, and value for money (chospitalitynet.org, 2023).  In this regard, the key elements that are required when making the utilisation of this element are customer satisfaction, online presence as well as reviews, effective control of quality, management of the crisis, and efficient competitive analysis. Hotel reputation is a crucial aspect of hotel management. It involves using the brand name and analytics to optimise pricing and inventory to maximise revenue and profits. Hotel reputation helps hotels to make informed decisions about pricing and demand forecasting based on various factors, including seasonality, market trends, and customer behaviour. By leveraging data and analytics, hotels can adjust their pricing and inventory in real-time to capitalise on demand, increase revenue, and boost profitability. Effective revenue management requires a deep understanding of the hotel industry and the ability to analyse and interpret data, but when done correctly, it can be a powerful tool for improving a hotel's financial performance.

	Element 3 - Communication 

	Communication is essential for the operations of the hotel because this component mainly impacts every aspect of the hotel's daily operations. The operation generally begins with providing guest services to effective coordination for the staff members. In addition, the component also helps in order to make sure that all employees are working together towards the common goal of providing guests with excellent hospitality services (Mankame, 2021). Considering the communication factor the key elements that are primarily required are clear policies and procedures, effective internal communication, customer engagement, multilingual communication, technology, as well as necessary management training (bighospitality.co.uk, 2023). It is essential to ensure that staff members, guests, and stakeholders are well-informed and can effectively collaborate to achieve common goals. Effective communication involves various channels, including face-to-face interactions, email, phone, and messaging platforms. Communication is essential in all areas of hotel management, from providing guests with information about services and amenities to coordinating between different departments to ensure smooth operations. Clear communication also plays a crucial role in managing guest expectations and resolving any issues that may arise during their stay. Hotel managers should prioritise open and transparent communication with staff members, ensuring that they understand their roles, responsibilities, and the hotel's objectives. Regular staff meetings, training sessions, and performance reviews can help promote effective communication and ensure that everyone is aligned with the hotel's goals. Additionally, hotels can leverage technology, such as chatbots and mobile apps, to provide guests with real-time communication and support. By prioritising effective communication, hotel managers can improve guest satisfaction, enhance staff productivity, and boost overall hotel performance.


	Element 4 - Staffing 

	Staffing is also a crucial element of hotel management, as the quality of the hotel's services and utility mainly depends on the quality of the staff the hotel contains. Furthermore, effective staffing also supports making sure that the hotel always has a team of various highly skilled workers that are motivated and committed to giving guests exceptional experiences (Solomon, 2018). Apart from that, the key elements that are necessary for utilising staffing components are the recruitment of staff, practical training and development, management of performance, engagement of employees, compensation and benefits, and providing safety and security-related training. This mainly supports ensuring that the hotel contains a staff that is highly skilled and motivated to perform the tasks of hotel operations. Staffing directly impacts the quality of service and guest satisfaction. Effective staffing involves various aspects, including hiring, training, scheduling, and managing a team of professionals who can provide exceptional service and meet the needs of guests. It is essential to define clear job roles and responsibilities and hire the right people for each role. Candidates with relevant experience, strong communication skills, and a passion for customer service are ideal for hotel staff positions. Comprehensive training is also essential to ensure that staff members are equipped with the necessary knowledge and skills to perform their duties effectively. This includes training on guest service, communication, safety, and standard operating procedures. Additionally, effective scheduling is critical to ensure that the hotel is adequately staffed at all times while managing labour costs. Finally, it is important to manage and motivate staff members by providing a positive work environment, clear performance expectations, and recognition for their contributions to the hotel's success. By implementing these strategies, hotel managers can build and maintain a highly skilled and motivated team that delivers excellent service and enhances the guest experience.
The study concludes that operations related to hotel management require lots of critical elements that are mainly working together to provide an enhanced experience to the customers and maintain the credibility of the hotel.
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