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The hotel front desk is often known as the hotel front office. It plays a pivotal role in an organisation by making direct interaction with the customers or guests. The activities and staff of the front desk are managed by the front office manager. In a hotel, a front office manager supervises controls, oversees and leads the front office staff including reservation employees, accountants, telephone operatives, bell staff, room key assistants, night audit and desk clerks. There are a set of different skills that are required to work as a front office manager or the front desk staff in a hotel (Tewari, 2009). These skills include the task of providing 24/7 customer service to the guest. The front desk staff and manager should be there for the customers for their needs, check-ins, check-outs, complaints and security service. The desk clerks operate the process of reservations, booking, check-ins, monitoring and providing bell service for the guests. For this purpose, human skills are required to deal with customers according to their psychological mind-set (Johnston, Clark and Shulver, 2012). 
The succeeding important position is the cashier or accountant at the front desk. These employees process the check-ins and check-out payments along with giving change, credit approval and money-related issues. Another important skill that a cashier needs in their work responsibilities is a technological skill. The reason for this requirement is that many of the hotels like Premier Inn hotel are using online payment methods for express checkouts, bill-to-account and internal billing. For operating smoothly in this area technological skill is the uttermost necessity. In addition, the cashier in the front office is responsible for drawing the budget according to the needs and finance of the hotel (O’Fallon and Rutherford, 2010). 
Night audit is the worker at the hotel front desk who have scheduling and financial transaction-related skills. Most of the activities of this staff take place on the night shift. Hence the person must be equipped with accounting and scheduling skills for doing an efficient job. A telephone operating job at the front desk of a hotel requires foreign language skills, active listening skills, stress management and reflexive problem-solving. In this context, these employees are most exposed to the customers and need extraordinary communication skills for this job. They register guests, deal with life-endangering emergencies and do phone billing. Moreover, telephone operators work closely with front office assistants and cashiers regarding reservations and payment.
Key clerks, elevator operators, and bell staff are required for mechanical jobs and directing the guest for convenient service. Their duties only need good communication skills along with a grasp of their field-related job (Luchars and Hinkin, 1996).
The focal point and person at the front desk of a hotel is the front office manager. He/she is the one who has to deal with the higher authority and also the team members at the hotel front desk. The front office manager needs an important set of skills which includes, technical skills, human skills and conceptual skills. He is needed when a critical conversation is required with guests or higher authority. He can supervise the hotel reservations and checkout from time to time and acts as a problem solver when an emergency arises. Moreover, the devices strategies for efficient utilisation of the budget and increasing sales of the hotel. For this purpose, he needs to be proficient in finance and interdepartmental communication (Rutherford, 1985).
During my study in this module, it made me realise that I have the skills of being a front desk manager and a front desk assistant. This was not just an assumption because the theoretical knowledge that I gained through my course made me able to sort out my skills and then look for a position which is suitable for my skills. Through self-evaluation, I realised that I have expertise in problem-solving, communication skills, leadership, written communication skill, stress management, risk management, and budgeting. These proficiencies are what Premier Inn Hotel want in their front desk management. However, the only field that I lack knowledge about is finance and its management. In my opinion, anyone can learn and grow in any field. So, here the theoretical knowledge from this module as well as a hand of help will be enough for me to deal with finance. In addition, the theoretical knowledge will also help me to understand the complicated situation and their solutions when the problem cannot be solved by me through my knowledge. The experts in this field say that a person can get expertise in front desk management only when they face the actual workplace environment. Therefore in this context, the ultimate source in my learning process will be the actual workplace in which I’ll work in future (Wood, 2013).
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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 a quick resolution of this scenario in the future? 

	In the initial step, the problem of the absence of the front desk manager will be addressed to the front office team. This will give time to the members of the front office to get prepared mentally for operating in the absence of the manager. It’ll motivate them as front desk assistants to deal with work activities (Von Onciul, 1996).
	It is human nature that in the absence of a leader pressure arises in the working staff. However, my duties as a front office assistant will assemble them to work efficiently and as usual.
	This plan is most effective because stresses employees cannot work properly. They need supervision and guidance during their duty. Through this strategy, employees will be less stressed and will deal with the customers more efficiently.
	For dealing with the same situation in future, I’ll ensure to train the staff to work properly in the absence of front desk management. This will run the operations smoothly.

	In the proceeding move, I’ll make a whole schedule of reservations and checkouts along with the basic requirements that customers address at the front desk. It will make sure that the requirements of the customers will be fulfilled based on the urgency of their needs.
	I’ll initiate the system to get the requirement of the customers through telephone operations. The demands of the customers will be fulfilled immediately with the assistance of staff.
	This arrangement is seemed to be more effective because a hotel is represented as good to the customers by immediate addressing and satisfaction of their demands.
	In this context, for future operations, I’ll try to start a customer demand portal on the hotel website. In the modern age, this step will be more convenient and appealing for customers. In addition, the staff will be trained properly for immediate service. 

	In addition, I’ll make sure that reservations and checkouts in the hotels are according to the schedule. In this context, the payment process will proceed in such a way that it is more convenient for the employees and customers. 
	The actual representation of the hotel to the customers is its reservation, payment and checkout processes. These operations can be run well by checking the procedures from time to time. In addition, internet accessibility should be provided 24/7 so that set-ups in the hotel are not disturbed.
	This strategy is most effective in the sense that the customer’s first need from the hotel is an easy reservation, checkout and payment methods. If these processes are easy for them then this will leave a good impression of the hotel on the customers and the reputation of the hotel is elevated (Tesone, 2012).
	For future development in these procedures, I’ll make arrangements for the backup system for the internet and online portal so that major operations in the hotel are not stopped due to internet or electricity inefficiency.

	Moreover, the customer care service of the hotel will be improved through soft communication skill convention. This will leave a good impression on the customers. In this case, if a rude customer is dealt with, then the hotel policies will be followed (Solomon, 2016).
	Regular checking and feedback about customer care will be taken so that any hurdle or negative operation in customer care will be avoided. Moreover, the front office staff will be trained for maintaining exceptional communication with customers.
	This strategy is valuable for the brand name of the hotel. Through soft communication work activities of employees will become easy and customers will put their trust in the hotel for their future needs. In this way sales of hotel services will increase with time.
	In the future, regular training sessions for customer care services will be arranged so that in the absence of the manager, employees will be able to deal with the customers in strategic ways. 

	During the working and at the end of the working day, I’ll take notes of the operational activities and the strategies that I applied. Through these notes, I’ll reflect upon my responsibilities and try to improve my efficiency in communication, problem-solving, and customer care (Sturman, Corgel and Verma, 2011).
	To make sure that mistakes of the day are not repeated, I’ll use a feedback mechanism about my performance in the hotel.
	This strategy is valuable and most used by the companies and hospitality industry for keeping the quality of their service high (Patterson, 2017).
	For future purposes, this feedback will be taken from the employees regarding the activities performed and hotel service. In addition, an improvement in the activities can be done by taking opinions through feedback.



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) 

	Customers start their trip planning by choosing their destination and hotel. The guest experience includes the shopper's and booker's interactions with the hotel before, during, and after their stay as well as any comments made by either party on social media. Guests want hotels to cater to their individual needs while still running efficiently. Modern property management systems (PMS) facilitate the smooth operation of hotels while also providing guests with the amenities they seek (Bardi, 2021). It is the responsibility of the hotel's property management system to ensure that guests have pleasant stays and excellent service at all times. The most important features of a hotel's property management system include mobility, contactless technology, functionality, and reliability. Making use of mobile devices has become an integral part of any modern property management system. Possessing the freedom to use the software wherever one happens to be, whether via a mobile app or browser-based access to the property management system, is practically a requirement in today's hotels. Moreover, as social isolation has been the norm, the need to minimise visitors' physical interaction with the property has increased, and with it, the importance of contactless technology. Furthermore, the cost is always a factor, but if a property management system (PMS) cannot handle the very minimum of what a hotel requires to run smoothly, then the price becomes far less essential. Key features of a property management system include front desk and back office management, revenue management, central reservations, customer relationship management, and reporting and analytics (Law and Jogaratnam, 2005). Finally, the software's and the company's overall reliability is another consideration that is not often conveyed in a product presentation or a brochure. Uptime is a crucial factor in property management software, especially for web-based options. Since there is no such thing as a perfectly reliable solution, one should look for a PMS that comes close to this ideal.

	Element 2 – Hotel Reputation 

	The hospitality business is one of the few that experiences the full pressure of the consequences of Reputation Management. Before making a hotel reservation, people of all ages and from all over the world do research online. Location, staff, food, and promotion are just some of the many factors that contribute to a hotel's overall reputation. According to Tripadvisor, nearly all travellers read hotel reviews before making a booking. Over half (53%) of those polled would not make a hotel reservation without first reading reviews from past guests (Gasarch, 2012). Likewise, according to a study conducted by Cornell University and ReviewPro in 2012, an increase of 1 point in GRITM (Global Review Index - a ReviewPro indicator) results in an increase of 1.46% in RevPar and an increase of 0.50% in reservations. Whilst reviews might be annoying at times, it's vital to take them seriously because they often represent reality and point out places where customer happiness or service quality could be enhanced (Andaleeb, 2001). As a result of the clear impact that bad client opinions have on hotel revenue, hotel industry professionals have included "client opinion" to the list of variables that play a key part in hotel pricing strategy, especially as part of the larger revenue management process. Hence, it is crucial for hospitality businesses today to maintain a sound hotel reputation online.

	Element 3 - Communication  

	Communication is the key element in the operations of the hostel and hospitality industry. There are times in the hotel working environment when customers experience difficulty in the accessibility of the services. The only thing that is required in this is a strong communication bridge between the hotel and the guests. Through communication, any problem can be solved which increases the reputation of the hotel and makes it popular among customers. In addition, communication builds a strong relationship between the customers and the hotel (Agarwal and Garg, 2012). In this way, repeated sale of the services of the hotel is done by the customers because they become satisfied with the services of the hotel. Good communication also builds a positive work environment in the hotel because all the conflicts among the employees are resolved immediately by taking and deciding the solution together. Moreover, the teamwork in the hotel becomes efficient to the point that projects improve with time if the information is highly shared among the team members and team leader. This communication exercise causes innovation and new ideas to come to the surface. This develops a processing innovation to complete the projects and services target within the time limit and exceeding the target (Lahap, O’mahony and Dalrymple, 2016). Furthermore, good communication skill in the marketing department of the hotel makes the marketing campaign and advertising successful. In this context, the services of the hotel are promoted and it attracts a great number of customers to the hotel. Taking the advantages of communication skills into consideration, digital communication skills are being approached by the hospitality industry and hotel businesses. In this method, communication is made possible with people who do not speak the same language as hotel staff. In short, a hotel progresses only if its communication with the customers and employees is strong (Boyaci et al., 2000).

	Element 4 - Staffing  

	Staffing in the hotel is the process of the recruitment and screening of the employees that are needed to fit in the hotel (Nankervis and Debrah, 1995). Every hotel uses different approaches to select employees which include interviews, questionnaires and practical performance. The skills and situation handling in a critical environment are what a hotel looks for in its employees. The staffing of the right employees induces high performance in the hotel operations along with timely service which results in the satisfaction of the customers. After the step of selection, staffing also includes the exposure of the employees to a real workplace and their training for the specific job for which he is selected. Most hotel brands have highlighted the importance of pre-job training as the performance-stimulating factor in the employees (Ahmad and Scott, 2014). After training, the employees will know the processes by which they can satisfy the customers and increase their frequent visits to the hotel. In addition to the staffing of the employees staffing of the manager is done carefully because all leading operations are in his hand. If the staff of the hotel do the customer care, check-ins, check-outs, cleaning service and customer entertainment in a professional way the revenue rate and brand reputation of the hotel rises in the market (Lockyer and Scholarios, 2004).
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