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A hotel of the front office department serves to consider as a hub of operations. The duties of the front office primarily are reserved, check-in and check-out, setting up guest services, financial transaction processing like settling the executing currency conversion or accounts and responding to the enquiries of clients and many more. 
A consumer is a guest of the hotel, the first point is to connect with the front office department and communication. All the visitors of the hotel should always be greeted by the front desk employees of the hotel. The guests make their reservations via the front desk, and when the guests reach, they will check in; if any inquiries or problems are faced by customers they directly take help from the front desk. The guest or customer has another kind of conversation with the front desk when they leave and check out. Moreover, the front desk helps them to provide the proper information about their allocated rooms and their conditions (Line et al., 2020).
The front desk also handles the foreign exchange transaction which is given by the foreign guests in a hotel who have a large number of foreign guests to manage the payments for amenities and lodging. The front desk office staffs also collect the information, upkeep records and completion of the guests, which is another crucial task for them. Adjusting the hotel marketing and tracking the trends to current and potential customers which are depending increasingly on this (Line et al., 2020). To create the best experience for guests the front office department of the hotel has a special responsibility for this. It serves the face of the public in the hotel. The process of check-in is easier, more efficient and more effective friendly customer service and prompts or quick reactions to any difficulties will always enhance the enjoyment of guests (Liu-Lastres et al., 2023).
The first impression which is positive is importantly influenced by the team of the front office. Meanwhile, the hotel trends may shift, but the pleasant relationship between the guests and the front desk always be maintained (Wut et al., 2021). When assessing the requirements of a front desk employee, a number of essential qualities are looked for by the hotel management when hiring front desk employees. One of the most prominent traits is the presence of warm, polite and kind nature. They must be multitasking and also remain work calm under pressure, also having the ability and energy to work long hours is the most important. To manage the delicate situation may need in the front desk staff, to they should be extremely tactful and polite (Liu-Lastres et al., 2023).
To create a balance between the needs of the visitors and those persons of the hotel this skill is very critical and also the ability to handle disputes. An individual must try to understand the needs of the people and empathise with their sentiments in order to be diplomatic and tactful. It is insufficient to just be a people-pleaser; this result must be overpromising. The employee of the front desk at the hotels must be competent, polite and honest in the manner all time with the customers and also able to deal with them (Buhalis et al., 2022). Furthermore, the staff members should cooperate in order to ensure smooth running of the hotel. A front office manager's responsibility is to direct the workers at the front desk. The responsibility of these workers is to ensure and making that there every visitor has a positive experience. To guarantee constant full staffing the front office managers will be created the schedules. The hiring and training of new employees might help (Liu-Lastres et al., 2023). The staff members and employees are under the housekeeping manager of the management. The responsibility of the housekeeping manager is to make sure that the rooms are prepared for the next visit by cleaning and sanitising them; they are in charge of this work. The other tasks which are related to housekeeping are also handled by them i.e. cleaning the public restrooms and vacuuming the carpeted areas in the hotels (Busulwa et al., 2022). In the hotel to maximise productivity in order to division of the front office, the reservation services must be handled by the reservation manager. In charge of handling the changes and the cancellations and also making sure that the front desk personnel is ready to answer such questions which can be asked by the visitors, their also responsibilities is to collaborate with the department of cleaning and sales (Lyu et al., 2022).
For good hotel management, these can be very helpful elements. All these elements help the staff for the welfare and good going for the hotels organization (Busulwa et al., 2022).
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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?


	The roles of management of the front office department in a hotel are performing eight functions as a managerial job. All these activities are occasionally handled by the office staff member regularly rather than professionals, in smaller hotels especially. 
	In hotels, the front desk crew is in charge of many duties every day. The main responsibilities of the employees are important to be aware and understand all the functions of the department. The top three duties of a front-office employee are listed below. 
	The hotel management might employ some specific strategies and ensure that the guests who visit the hotel have the best possible experience while staying at the hotel. The management must sure that the front desk is providing all the relevant and possible information because this information plays an important role in their stay. The following guidelines help to exceed the expectations of the guests:

	If I find myself in this specific situation, a contingency plan will be put in place to ensure a quick resolution. 


	In large hotels especially the separate service manager for guests and in charge of the employees of the front desk in some hotels, the position of this may involve staff training and development, scheduling, budget management and upholding the operative working relationship with the various departments within the hotels. Additionally, The reception manager of the hotel has prior responsibilities because they will be the first person in front of the guest when they check-in. The duty of the reception manager is to extend a warm welcome to their guests and also ensure that about their enjoyment and comfort while they are here. The reception room runs productively and smoothly this can also be ensured by the reception manager. They also conduct the front desk staff. 

	The essential way for the front desk staff is to promote the hotel in the best possible manner. For a long day, the front desk is in constant communication with the hotel's visitors. The responsibility of the clerk is include taking care of the payment of accommodation, checking the guests in and out and also accommodating them for food, products and other services. The procedure of these services must go off without any delay. A front desk employee also includes the responsibilities to guide the customers in planning trips and activities, some recommendations provide for nearby sites and also updating visitors about the amenities of the hotel and any site activities.

	When guests arrive at hotels, usually they are in an unfamiliar setting. The information and guidebooks of the visitors may be helpful, but the knowledge of locals they cannot genuinely substitute. To answer the questions from guests each and every member of the front desk staff must be prepared and familiar with the neighbourhood well enough to attain the guests.
They must be able to provide proper information and advice like where to shop, where to eat, what activities related to leisure are available and where to find such areas for events and attractions. A unique visitor’s guide for the guests is to create a good way to provide them with guidance. Hotels may also offer vouchers, discounts and booking services.

	If my manager is sick, I used to contact them and asked them for work or any specific instruction or advice work-related, and if the manager is not in touch I prefer to contact another member of the management or any senior member of staff who provide me information related to work.


	Revenue and finance managers make sure that the guests are charged the correct fee for rooms and other amenities used by them, which is the responsibility of the revenue and finance manager. To maintain competitive rates, and also in charge of examining the rates of room and fee services routinely and also compare them to those hotels in their neighbourhood at comparable-priced.
	A variety of requests visitors may have throughout their stay, which the front desk always takes care of. If the customer required more towels and toiletries, they might have to learn about certain things like how to use the appliances air conditioning, heating or entertainment system. Furthermore, the visitors also may need to report issues regarding accommodations, i.e. dirty goods or broken things. Various problems might be handled by the front desk workers themselves. Usually, the front desk will need to communicate with the other department, they also need to talk with the maintenance or housekeeping, for instance, follow up (Bardi, 2021).  

	
The number of possibilities will need that staff workers to be prepared because the training and growth of the employee should never be stopped, while periodic training. The support and training develop in the employee who receives this continuously empowered an individual with the assurance and knowledge to reply professionally and successfully to any situation (Bardi, 2021).  
The hotel requires a defined training plan to train their staff in both their supplemental skills and core competencies i.e. management of time and communication. To suggest the procedures of the responsibilities outlined for the front desk should be operations manual (Jawed et al., 2023).  

	I collect all the information related to hotel policies and procedures and analyse them, also collect the information regarding the services of guests and handle the complaints of guests. This situation will help me feel more comfortable tackling any situation in future if that may arise (Jawed et al., 2023).


	The procedure of overnight auditing is managed by the night audit manager. These things in place to ensure that each and every transaction related to finance for the whole day has been accounted for properly and settled they also look for the cash which is collected on that particular day has been counted and look for any discrepancies. 
	A number of secretarial and administrative duties will also perform by the front office department employees. These include presentation making as well as notes, spreadsheets and other varieties of correspondence. They also organise schedules or arrange trips for senior team members. The workers of staff who work for the front desk usually have to handle the file, photocopy, email, and fax correspondence and also buy office supplies and other stationery. The small tasks related to accounting and particularly relating to those department’s costs and revenues all these work small hotels allow to their front desk staff.  

	The hotel management knows more about the customers so provide superior service which helps in this. The hotel should make an effort to keep track of the preferences of customers returning in addition to taking the preferences of the current visitors. Furthermore, if they might have any preferences it is helpful to be aware which include the need for an extra pillow or blanket or a favourite room and any other appliances.

Knowing more about the visitors themselves that include the name of their pets, family and occupation, might also be helpful. The use of a hotel property management system (PMS) is very helpful to keep all the records of every visitor and also give them a warm welcome.


	As I work at a front desk so my first responsibility is to ensure that the guests have an enjoyable and positive experience in that particular hotel. If my manager is not there, so I solve all the issues and problems of the guests and prioritize them and concerns to resolve them effectively and quickly .

Any kind of disruptions to the services of the hotel or facilities, I communicate with guests and inform them as soon as possible with concise and clear and offer necessary explanations and apologies. Furthermore, if I'm not sure about any kind of work and cannot encounter any kind of situation, I must take the help of an experienced staff member or any member of the management team. 
All this information is very helpful when the manager is not available for any reason. These all factors help us to know about this scenario.




	The concierge is in charge of handling the front desk. A concierge is to ensure that and knows about the demands which are addressed by the customers and will collaborate with several and numerous departments of hotels. This function may also work at a front desk to make sure that an individual is always assisting the guests on the other hand.
	
	
	



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)


	
The key elements required while considering property management systems in hotels are
Reservations system: a modern hotel reservation system comprises all the information and data that is sent to the front desk, thus reservation system must be in-sync with the online booking engines that help to manage the online booking and reservations (Abukhalifeh and Pratt, 2022). 
Front desk operations and room management system: the front-office management module helps the hotel management in checking and updating the status of the rooms, guest's check-in and out and payment process (Bardi, 2021). In addition to this, channel management is responsible for the control and distribution of inventories among different channels including GDSs, OTAs, wholesalers, direct booking platforms etc (Abukhalifeh and Pratt, 2022). The revenue management system is essential in the property management system for the evaluation of the hotel's success, helping the management to determine the adjustments required in the program for better results and financial management. Furthermore, the housekeeping management system helps the management in connecting the housekeeping staff with the front office for the management of tasks and updation of room status (Abukhalifeh and Pratt, 2022). The CRM management system should be integrated with the front-office management and reservation for organising all the guest’s data and to be in touch with current and old customers. A reports and analytics system is also required for monitoring current business operations and understanding the financial performance of the business. Furthermore, a back office management system facilitates internal operations of the hotel business and can often include accounting and other financial management operations (Abukhalifeh and Pratt, 2022). The Point-of-sale service management system is also a crucial component in maintaining multiple payment terminals in the hotel collecting and managing transactions from different sources in the hotel.


	
Element 2 – Hotel reputation


	
The key elements required while considering hotel reputation in the hotel business are:
Location: the location of the hotel matters when considering the reputation of the hotel. The hotel located in a tourist place can anticipate better footfall of tourists as compared to remote locations (Foroudi, 2019). For the reputation of the hotel business marketing is one of its key elements attracting tourists to be the customers of the hotel business. The marketing of a reputed hotel is done in two ways, such as online and offline marketing (O'Shea et al., 2023).
Guest experience: in the hotel business, even the facilities are offered to the guests if the service and experience are not up to their expectations they will never visit the hotel again ultimately having an impact on the reputation of the hotel (Lyu et al., 2022). Thus, the guest experience is the key element of the reputation of a hotel business (Foroudi, 2019). Additionally, behind a reputed, well-functioning hotel business there is the staff that makes the operations of the business successful. Hence, if the employees working in the organisation are not satisfied, it is going to be reflected in their work and the services they provide to the customers. Thus, staff satisfaction is one of the critical elements of the reputation of the hotel business. So, the management must invest in the satisfaction of its staff (Foroudi, 2019).

	
Element 3 - Communication 


	
The key elements required while communicating in the hotel business are:
Empathy: empathy is one of the key elements in communication in the hotel business as while interacting with the customers the management should take care that the message they deliver must not offensive to the customers as well as the staff working in the hotel (Šerić and Mikulić, 2020). Respect is a vital element of communication in the hotel business, as while communicating the staff must show respect to the customers and must actively listen and respond to the customer (Jawed et al., 2023).  Furthermore, while delivering a message to the customers in the hotel business the hotel staff must think about what message they want to convey to the customer.  This is due to clear and concise messages being easier for the customer to understand and ensure that the service is delivered to the customer without any confusion (Šerić and Mikulić, 2020).
Additionally, non-verbal communication is also essential to positive front office experiences.  Communicating effectively with the customers means that the hotel staff and management need to maintain their body language, because over 90% of the time while communicating with the customers messages are often delivered without any verbal medium of communication (Alexakis and Jiang, 2019). Therefore, the management and staff must focus on maintaining an open relaxed body stance making an eye-contact with the customers without staring at them for long (Šerić and Mikulić, 2020).

	
Element 4 - Staffing 


	
There are many key elements required when considering staffing in the hotel business, including aspects such as human resource planning, recruitment, onboarding and training. 

One of the key elements in staffing is understanding and evaluating the human resource requirements in the hotel business to match job vacancies available at the hotel. Human resource planning helps in the determination of the skills and qualifications that are required for a specific job position in a hotel (Ushakov et al., 2020). Once the requirement of human resources is evaluated at the hotel, the next step that takes place is the recruitment and selection of the employees, recruitment and selection is the key element of staffing that is related to the searching and screening of the candidates that applied for the job and finding out the deserving candidate suitable for the job position in the hotel. Additionally, onboarding and induction is the element of staffing related to making the employees familiar with the working environment of the organisation through various induction programs (Ushakov et al., 2020). After this, training and development is crucial to ensuring employees are able to provide the best work to the hotels’ standards. Training and development is the element related to the training and development of skills in an employee required for performing a specific job at the hotel such as front-office and housekeeping development. Training and development is the necessary element of staffing required to keep the employees engaged in the organization (Jawed et al., 2023). 
Furthermore, remuneration as the element of staffing can be understood as the monetary compensation given to the employees for the work they do at the hotel (Ushakov et al., 2020).
Finally, performance appraisal is a necessary element of the staffing operation in the hotel operation as they keep the employees motivated and engaged in working for the hotel.
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